The impact of leadership and stakeholders on the success/failure of e-government services in Hong Kong. by Luk, Ching Yuen. & Chinese University of Hong Kong Graduate School. Division of Government and Public Administration.
The Impact of Leadership and Stakeholders on the Success/Failure of 
E-govemment Services in Hong Kong 
LUK, Ching Yuen 
A Thesis Submitted in Partial Fulfilment of the Requirements for the Degree of 
Master of Philosophy in Government and Public Administration 
© The Chinese University of Hong Kong 
November 2007 
The Chinese University of Hong Kong holds the copyright of this thesis. Any person(s) 
intending to use a part or whole of the materials in the thesis in a proposed publication 
must seek copyright release from the Dean of the Graduate School. 
•V �‘ �, ―广八 \ 
/.. V / “： , - , ： ..� \ 
I r f r .- * . V -、 • • 、+. ！ 




Professor Peter Preston (Chair) 
Professor Wilson Wai Ho Wong (Thesis Supervisor) 
Professor King Kwun Tsao (Committee Member) 
Professor Alfred Ho (External Examiner) 
Abstract of thesis entitled: 
The Impact of Leadership and Stakeholders on the Success/Failure of E-government 
Services in Hong Kong 
Submitted by LUK. Ching Yuen 
for the degree of Master of Philosophy 
at The Chinese University of Hong Kong in September 2007 
E-government, the use of information and communication technologies (ICTs), 
in particular, the Internet and web-based technologies, to deliver government 
information and public services, has become a global phenomenon. Since the 
mid-1990s, many governments worldwide have implemented e-govemment by 
establishing their own websites. They implement e-govemment services in order to 
improve service quality. Improving service quality becomes an indicator to determine 
the success/failure of e-govemment services. 
In recent years, there has been a dramatic proliferation of research on 
e-government. Many studies are western-centric studies of the development of 
e-govemment websites. However, little attention has been given to the study of 
e-govemment services. Since there is the lack of study of e-government services, 
whether e-govemment services can improve service quality is not known. Besides, 
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little attention has been given to the study of e-govemment in Asia where the four 
"Little Dragons', (Hong Kong, Singapore. South Korea, and Taiwan) have outstanding 
i 
e-government performance that are comparable to and surpass that of Western 
countries. Particularly, e-govemment in Hong Kong is poorly understood. 
For a long time, scholarly interest has been focused on the effect of 
organizational factors on the adoption of IT. The rise of e-govemment has also led to 
the study of the impact of organizational factors on the development of e-govemment 
websites. However, the impact of organizational factors on e-government services is 
understudied. Particularly, the impact of leadership and stakeholders on the 
success/failure of e-government services are poorly understood. 
Therefore, this study attempts to fill these research gaps by examining the impact 
of leadership and stakeholders on the success/failure of e-govemment services. 
E-government services in Hong Kong are used as case studies. 
This study adopts comparative case studies for examining e-government services. 
There are two case studies. They are e-stamping service of Inland Revenue 
Department (IRD) and online application for renewal of vehicle licence service of 
Transport Department (TD) in Hong Kong respectively. 
Multiple methods are used for data collection. They are (1) documentation, (2) 
archival records, (3) direct observation, and (4) interviews. While documentation and 
archival records are the main focuses of data collection, direct observation and 
interviews have less importance in this study. Content analysis is adopted for studying 
ii 
the data. 
Results of this study show that both leadership and stakeholders have an impact 
on the success/failure of e-govemment services. For the case study of e-stamping 
service, it shows that the leader and stakeholders made joint efforts on the success of 
e-stamping service. As to the case study of online application for renewal of vehicle 
licence service, it shows that both leadership and stakeholders have an impact on the 
failure of online application for renewal of vehicle licence service. However, judging 
from the research findings, it shows that leadership carries greater weight in the 
failure of online application for renewal of vehicle licence service. 
The author argues that since leaders alone cannot make e-govemment service a 
success, leaders should take the initiatives in inviting stakeholders to inject their ideas, 
promoting the awareness of mutual benefits, resolving their differences and reaching a 
consensus. Besides, this study shows that depending on the characteristics of leader, 
bureaucracy and leadership can co-exist. The case study of e-stamping service shows 
that it can do so while the case study of online application for renewal of vehicle 
licence service cannot. 
However, this study has several limitations: (1) limited case studies for the 
generalization of the results to other e-govemment services; (2) data collection mainly 
depending on documentation and archival records; (3) having the possibility that other 
iii 
internal organizational factors may also affect the success/ failure of e-govemment 
services; and (4) having a domestic focus on e-govemment services in Hong Kong. It 
is suggested that future studies may have multiple case studies of different 
e-govemment services, look into other methodologies, examine the impact of other 
internal organizational factors on the success/ failure of e-govemment services, have 
comparative study with other countries or have a focus on studying Asian countries in 
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Chapter 1: Introduction 
1.1 Introduction 
This chapter is an introductory chapter. It briefly introduces some background 
information about e-govemment. It briefly talks about current e-govemment studies 
and research gaps. It talks about the research questions of this study. And it talks 
about the layout of this study. 
1.2 Background Information about E-government 
E-govemment, the use of information and communication technologies (ICTs), 
in particular, the Internet and web-based technologies, to deliver government 
information and public services, has become a global phenomenon. Since the 
mid-1990s, many governments worldwide have implemented e-govemment by 
establishing their own websites. They believe that implementing e-government can 
improve operational efficiency, transparency, service quality and so on. 
1.3 Current E-government Literature and Research Gaps 
In recent years, there has been a dramatic proliferation of research on 
e-government. Many studies are western-centric studies of the development of 
e-government websites. Some examine how the institutional factors affect the 
adoption of websites and how some widely shared barriers affect the progress of 
e-govemment websites (Ho, 2002; Moon, 2002; Edmiston，2003; Norris and Moon, 
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2005). Some examine how internal organizational factors and external peer influence 
affect the development of e-government (Ho and Ni, 2004). Some examine citizens’ 
and/or bureaucrats' perspectives on e-government websites (Thomas and Streib, 2003; 
West, 2004; Moon and Welch, 2005; Welch et a l , 2005). There are some studies of 
the potential of e-govemment for transforming organizations (West, 2004; Norris and 
Moon, 2005). There are also some e-govemment policy papers and articles asserting 
the role of leadership in the successful e-govemment implementation (Caldow, 2001; 
Cook et al., 2002; McDaniel, 2003; OECD, 2003). 
However, little attention has been given to the study of e-govemment services. In 
fact, the implementation of e-government is to meet citizens' expectation of the 
government (McDaniel, 2003). Traditionally, Weberian bureaucracy is used for 
delivering public services to citizens. It is often criticized for its rigidity, 
proceduralism, inefficiency, and incapability to serve "human clients" (Ho, 2002, 
p.435). Governments respond to these criticisms by implementing e-government. It is 
hoped that the provision of e-government services can improve service quality. 
Improving service quality becomes an indicator to determine the success/failure of 
e-government services. 
Since there is the lack of study of e-govemment services, whether e-government 
services can improve service quality is not known. Current e-govemment research 
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focuses on the analysis of e-govemment websites. The websites only show the 
number and type of services offered. They only serve as a gateway to access 
c-government services. It is only through examining e-govemment services can their 
quality be understood clearly. Therefore, the study of e-govemment services should 
not be ignored. 
Besides, little attention has been given to the study of e-govemment in Asia. 
Most of the current e-government studies are westem-centric, with a focus on the U.S. 
(Ho, 2002; Moon，2002; Edmiston, 2003; Holden et aL, 2003; Thomas and Streib, 
2003; Ho and Ni, 2004; West, 2004; Norris and Moon, 2005). However, since there 
are local variations between Western and Asian countries in terms of political settings, 
financial resources, or institutional structure (Beal, 2003; Penfold, 2003; West, 2004), 
the result of implementing e-govemment in Western countries may be different from 
that of in Asian countries. It implies that theories used to explain e-govemment in 
Western countries may not have the same explanatory power when they are applied in 
Asian countries. Besides, the four “Little Dragons" (Hong Kong, Singapore, South 
Korea, and Taiwan) in Asia have outstanding e-govemment performance which are 
comparable to and surpass that of Western countries. However, e-govemment of these 
four “Little Dragons" is understudied. Particularly, e-govemment in Hong Kong is 
poorly understood. Since the study of these four “Little Dragons" can be a valuable 
J-J 
reference for other countries, the study them, in particular, Hong Kong, should not be 
ignored. 
For a long time, scholarly interest has been focused on the effect of 
organizational factors on the adoption of IT. There are studies of how organizational 
factors (e.g. size, people, external environment) affect the adoption of computing 
technologies (Bugler and Bretschneider, 1993; Northrop et al., 1994; Norris and 
Kraemer, 1996). The rise of e-govemment has also led to the study of the impact of 
organizational factors on the development of e-government websites. Empirical 
studies show that organizational factors such as size, type of government, and external 
peer influence can affect the development of e-govemment websites (Ho, 2002; Moon, 
2002; Edmiston, 2003; Ho and Ni, 2004; Norris and Moon, 2005). It implies that 
organizational factors may also affect the success/failure of e-govemment services. 
However, the impact of organizational factors on e-govemment services is 
understudied. Particularly, the impact of leadership and stakeholders on the 
success/failure of e-govemment services are poorly understood. 
1.4 Research Questions of This Study 
It is the purpose of this study to fill the research gaps mentioned above. Tt will 
use the theoretical framework of leadership and stakeholders in order to examine how 
leadership and stakeholders affect the success/failure of e-government services. 
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This study attempts to answer the following questions. (1) Why do e-government 
services succeed/fail? (2) How does leadership affect the success/failure of 
e-government services? (3) How do stakeholders affect the success/failure of 
e-govemment services? 
This study will use e-govemment services of Hong Kong as case studies in order 
to explore the research questions. 
1.5 The Layout of This Study 
The rest of this study is structured as follows: 
Chapter Two reviews current literature of e-govemment in details. Chapter Three 
examines the development of Hong Kong e-government in details. Chapter Four 
introduces the theoretical framework of leadership and stakeholders. It talks about the 
research questions, the hypotheses of this study, and the research model. Chapter Five 
is about the research design and data of this study. It talks about research methodology, 
data collection, methodology for studying the data, the operationalization of 
hypotheses, and results of data collection. Chapter Six presents the research findings. 
Chapter Seven discusses the research findings and implications of this study. 
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Chapter 2: Literature Review on E-Government 
2.1 Introduction 
This chapter reviews current literature of e-government in details. It is divided 
into two parts. The first part discusses the definition of e-govemment. The second part 
examines current literature of e-government. 
For the first part, it shows that e-government has no standard definition. It varies 
depending on the scope of the study of e-government. Since this study is about 
e-govemment services, it defines e-government as “the use of information 
technologies, in particular, the Internet and web-based technologies, by the 
government to deliver public services to the public”. 
For the second part, it shows that current literature of e-govemment has a 
dominant focus on the study of e-govemment websites. It lacks the studies of 
e-government services and e-government in Asia. 
The author argues that e-government services are understudied in terms of the 
number of study, the way and the type of e-government services examined. There are 
only seven studies of e-government services. It lacks the studies of the impact of 
organizational factors on e-government services and the quality of e-govemment 
services. Besides, most of these studies focus on examining e-tax filing. Other types 
of e-govemment services are poorly understood. 
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The author also argues that there are two important reasons for studying 
e-government in Asia. Firstly, local variations between Western and Asian countries 
may lead to the result of implementing e-government in Asian countries being 
different from that of Western countries. Secondly, the four “Little Dragons" in Asia 
having outstanding e-govemment performances can be a valuable reference for other 
countries. 
The author finds that Hong Kong has the least e-govemment study among the 
four “Little Dragons”. The only Hong Kong e-govemment empirical study in the 
academic journal is a non-theory-based work which lacks theoretical foundation and 
explanatory power. The book chapter about Hong Kong e-govemment has the same 
problem. Since the lack of empirical studies of e-govemment services and Hong Kong 
e-government are two research gaps in current e-government field, this study will fill 
these research gaps by examining e-government services in Hong Kong. 
2.2 Background on E-government 
“Electronic Government”，or “E-Govemment” as it is often known, is closely 
related to the concepts of “electronic business” (or “e-business”）and “electronic 
commerce” (or “E-commerce”）known from private industry (Schedler et al., 2004, 
p.4), E-commerce and e-business are terms adopted as descriptions of the 
fundamental changes taking place as businesses adapted to working with the Internet 
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(Hughes, 2003, p. 185). Like these concepts, e-govemment also arose out of the spread 
of new ICTs, in particular the Internet (Schedler et a l , 2004, p.4-5). 
Since the mid-1990s, governments around the world have been executing major 
initiatives in order to tap the vast potential of the Internet for the distinct purpose of 
improving and perfecting the government process (UN & ASPA, 2002, p.l). They 
implement e-govemment with a belief that it is key to their progress (Yong, 2003; 
West, 2005). They believe that e-govemment has considerable promise to improve a 
wide range of government functions (La Porte et al., 2005, p. 156). In nearly all 
countries, to some degree, there are three principle threads of e-govemment reform: (1) 
development of bureaucratic processes to provide greater administrative convenience, 
transparency, interactivity, and openness, (2) efforts to improve management 
processes to achieve cost savings and efficiencies, and (3) development of means to 
increase public participation in both electoral and the regulatory processes to respond 
better to expressions of popular will and increase government legitimacy and support 
(La Porte et al., 2005, p. 157). It truly has become a global phenomenon that local, 
regional, and national governments around the world are establishing or expanding a 
presence on the World Wide Web (Jaeger, 2003, p.323-324). 
2.3 Definitions of E-government and E-government Stage Models 
Numerous definitions of the term “e-govermnent” have arisen from research and 
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practice, none of which have been accepted as the standard (Schedler et al., 2004, p.5). 
E-government encapsulates a wide variety of meanings (Akman et al., 2005, p.240). It 
comprises heterogeneous elements and multiple dimensions (Schedler and Scharf, 
2001, p.2). It lacks a consistent, widely accepted definition (Schelin, 2003, p.121). 
E-govemment can be narrowly or broadly defined. Holden et al. (2003) define 
e-govemment simply as “the delivery of government services and information 
electronically 24 hours per day, seven days per week" (p.327). West (2004) defines 
e-government as the delivery of government information and services online through 
the Internet or other digital means (p. 16). Curtin et al. (2003) broadly define 
e-govemment as the use of any and all forms of ICTs by government and their agents 
to enhance operations, the delivery of public information and services, citizen 
engagement and public participation, and the very process of governance (p.2). Fang 
(2002) defines e-govemment broadly as a way for governments to use the most 
innovative ICTs, particularly web-based Internet applications, to provide citizens and 
businesses with more convenient access to government information and services, to 
improve the quality of services and to provide greater opportunities to participate in 
democratic institutions and processes (p.l). 
In fact, the reason for e-govemment having numerous definitions with different 
meanings is that e-government is not a one-step process or implemented as a single 
9 
project (AOEMA, 2007). It is evolutionary in nature, involving multiple stages or 
phases of development (AOEMA, 2007). There is the development of 
e-government models in a stage-based approach in order to reflect the degree of 
technical sophistication and interaction with users (Moon, 2002). 
The United Nations (UN) and American Society for Public Administration 
(ASPA) (2002) divide the development of e-government into five stages. They are (1) 
emerging—web presence with static organizational information; (2) 
enhanced—providing more web sites with more dynamic and specialized information; 
(3) interactive—access to a wide range of government institutions and services; (4) 
transactional—providing complete and secure transactions; and (5) seamless—access 
any service with the removal of departmental lines of demarcation. 
World Bank (2002) divides the development of e-govemment into three phases: 
(1) publish—publishing government information online; (2) interact—engaging 
citizens in interactions with policymakers throughout the policy cycle; and (3) 
transact—conducting transactions online. West (2004) divides e-govemment 
development into four general stages: (1) the bill-board stage, with static information 
online; (2) the partial-service-delivery stage, with online services limited to a very 
few areas for citizens to order and execute; (3) the postal stage, with fully executable 
and integrated service delivery; and (4) interactive democracy with public outreach 
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and accountability enhancing features (p. 17). 
As Melitski (2004) points out, different conceptualizations of e-government 
development may lead to different stage models of e-government. But the similarities 
are that they all begin with static information and move through “transactional” 
services that lead to some form of organizational transformation (Melitski, 2004, 
p.653). Besides, such conceptual models must not be interpreted to mean that 
e-govemment progress always proceeds in a linear fashion (Holden et al.，2003, p. 
328). It does not mean all government websites go through these exact steps (West, 
2005). Public organizations may decide to skip over certain stages or offer different 
services at varying stages of maturity (Holden et al., 2003, p. 328). 
Numerous definitions of e-government reflect different levels of sophistication 
of e-government. The definitions vary depending on the scope of study. This study is 
about e-government services. Therefore, this study defines "e-government" as "the 
use of information technologies, in particular, the Internet and web-based 
technologies, by the government to deliver public services to the public". 
2.4 Literature Review 
2,4.1 The Studies of E-government Websites 
Over the past few years, an increasing amount of both popular and scholarly 
attention has been focused on e-government (Norris and Moon, 2005, p.64). Many 
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studies are westem-centric studies of the development of e-government websites. 
Most of them adopt quantitative analysis (Ho, 2002; Moon, 2002; Edmiston, 2003; 
Thomas and Streib, 2003; West, 2004; Ho and Ni, 2004; Moon and Welch, 2005; 
Norris and Moon, 2005). 
These studies of the development of e-government websites can fall into a few 
categories. Some examine how the institutional factors (e.g. size and type of 
government) affect the adoption of websites and how some widely shared barriers 
affect the progress of e-govemment websites. Ho (2002) finds that many city 
governments in the U.S. have shifted to the “e-govemment” paradigm. He also finds 
that there are socioeconomic (i.e. digital divide among racial groups) and 
organizational (i.e. insufficient staff, lack of funding) barriers to cities' 
progressiveness in Web development. Moon (2002) finds that larger governments are 
likely to be more proactive and strategic in advancing e-government, and 
council-manager governments seem to pursue e-govemment more actively than 
mayor-council governments (Moon, 2002, p.431). He also finds that the lack of 
technical, personnel, and financial capacities are perceived to be major barriers to 
develop e-government in many municipalities (Moon, 2002, p.431). 
Edmiston (2003) finds that e-government has been penetrating state government 
much more rapidly than local government (p.20). He finds that the most salient 
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obstacles to full penetration of e-government seem to be proper marketing, privacy 
issues, equity, and financing (Edmiston, 2003，p.20). Norris and Moon (2005) find 
that e-government adoption at the grassroots is progressing rapidly (p.64). However, 
lack of technology or Web staff and lack of financial resources continue to be two 
major perceived barriers to e-government (Norris and Moon, 2005, p.72). 
Another category of studies is about how internal organizational factors and 
external peer influence affect the development of e-govemment. Ho and Ni (2004) 
find that political support of the county board of supervisor is a significant positive 
factor for the initial Web site adoption decision (p. 175). However, staff workload 
concerns is a significant barrier in both decisions of launching initial Web site and 
adopting other e-government features (Ho and Ni, 2004, p.175). 
Some studies are about citizens' perspectives on e-govemment websites or a 
comparative analysis of citizens' and bureaucrats' perspectives on e-govemment. 
Thomas and Strieb (2003) find that many Georgians evaluate government websites 
positively. However, digital divide is more pronounced among government web site 
visitors than among Internet users in general (p.83). West (2004) finds that 
e-govemment users tend to be male, younger, better educated, and earn higher 
incomes (p.22). However, there is no significant relationship between visiting federal 
government Web sites and views of trust, confidence, or government effectiveness 
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(West, 2004，P.22). 
Welch et al. (2005) find that government Web site use is positively associated 
with e-govemment satisfaction and Web site satisfaction and that e-govemment 
satisfaction is positively associated with trust in government (p.371). However, they 
also find that while citizens are generally satisfied with the electronic provision of 
information (transparency), there is some dissatisfaction with the transaction and 
interactivity of Web site (Welch et al., 2005, p.371). Moon and Welch (2005) find that 
public servants appear to be more familiar with e-govemment, better informed about 
it, more confident about its prospects, and support its faster implementation (p.259). 
However, structural constraints, standard operating procedures, and demand for equity 
will act to reduce implementation speed (Moon and Welch, 2005, p.259). On the other 
hand, citizens are less enthusiastic about the potential of e-government and their 
desire for services and information is tempered by security and privacy concerns 
(Moon and Welch, 2005, p.259). However, citizens who have accessed government 
Web sites are less risk averse (Moon and Welch, 2005). 
Some studies are about the transformational potential of e-govemment or its 
impact on organizations. West (2004) argues that the e-government revolution has 
fallen short of its potential to transform service delivery and public trust in 
government (West, 2004, p.15). Norris and Moon (2005) find that the movement 
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toward integrated and transactional e-govemment is progressing much more slowly 
for the grassroots government (p.64). West's Digital Government: Technology and 
Public Sector Performance gives a detailed analysis on factors determining the 
breadth and speed of e-govemment websites and citizens' perspectives on 
e-government in the U.S. (2005). He finds that e-govemment falls more within a 
mode of incremental change than of transformation (West, 2005, p.xiii). He argues 
that the Internet's effect has been mediated by a variety of political forces (e.g. group 
conflict, bureaucratic setting, budget scarcity) (West, 2005, p.xiii). 
S ome e-govemment policy papers and articles assert the role of leadership in 
the successful e-govemment implementation. OECD (2003) argues that strong 
leadership can speed the process of e-government implementation, promote 
coordination within and among agencies and help reinforce good governance 
objectives (p.2). Caldow (2001) argues that leadership remains at the core of 
successful e-govemment implementation. Cook et al. (2002) regard leadership as one 
of the critical success factors for local e-govemment. McDaniel (2003) argues that 
e-govemment success requires agencies and agency leaders to work together across 
traditional boundaries (p.l). 
However, these e-govemment policy papers and articles are not empirical studies. 
They cannot verify the importance of leadership to the success of e-govemment 
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implementation. There is only the study of Shi (2002) which explores the role of 
transformational leadership and strategic planning for Web sites in the success of 
electronic commerce applications designed to serve citizens in federal agencies 
(p.629). It shows that there is a close correlation between transformational leadership 
and the process of strategic planning for Web sites (Shi, 2002, p.652). 
2.4.2 The Studies of E-government Serv ices 
There are many studies of e-govemment websites. However, the survey of 
journals and books shows that research on e-government services is understudied. 
Since e-government is sitting at the cross-roads between a number of other 
research domains, particularly computer science, information systems, public 
administration, and political science (Heeks & Bailur, 2007, p.252), the survey of 
journals goes beyond the field of public administration. The survey of the last five 
years (2002-2006) of 11 journals in the field of public administration, information 
systems and communication is conducted to examine the prominence of e-govemment 
services in current e-govemment field. 
Five of the journals selected rank among top 20 world's leading journals in 
public administration by Journal Citation Reports (f), which is the recognized 
authority for evaluating journals (Thomson Scientific，2007). They are Joumal of 
Public A dm inistratio n Research and Theory (J-PART)’ Public Administration Review, 
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Administration & Society, American Review^ of Public Administration, and Public 
Administration ami Development. According to Journal Citation Reports ® 2005, they 
ranked No.l , 5, 11, 13, and 16 respectively. Other journals in public administration 
selected include International Joimial of Public Administration, Public Performance 
& Management Review, and Review of Public Personnel Administration. As to 
journals in information systems and communication, they include Government 
Information Quarterly (GIQ), Journal of Global Information Management, and New 
Media & Society. 
For the purpose of the survey, three categories are identified: (1) articles on 
e-govemment websites (AEW), (2) articles on e-government services (AES), and 
other e-government articles (AEO). There are 104 journal articles on e-government. 
The result indicates that among 104 journal articles, there are 73 articles on 
e-govemment websites and only five articles on e-govemment services, which are 
about 70% and about 5% of the journal articles respectively (See Appendix 2.1). 
As to the survey of books, it examines books about e-govemment obtained from 
Hong Kong university libraries. The result indicates that only two out of 41 books 
collected (West, 2005; Khosrow-Pour, 2005) contain chapters on e-government 
services, which are about 5% of the books. 
All the journal articles on e-govemment services collected examine e-tax filing. 
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Wang (2002) examines how the extended technology acceptance model (TAM) affects 
the adoption of electronic tax-filling systems in Taiwan. The traditional TAM 
postulates that adoption behavior is determined by the intention to use a particular 
system, which in turn is determined by two beliefs—perceived usefulness and 
perceived ease of use…about that system (Wang, 2002). Wang (2002) extends TAM 
by including a new construct “perceived credibility”. 
Using the extended TAM as a theoretical framework, Wang (2002) examines the 
effect of computer self-efficacy on users' acceptance of electronic tax-filing systems 
through three beliefs (p.336). Based on a sample of 260 users from a telephone 
interview, the results strongly support the extended TAM in predicting the intention of 
users to adopt e-tax filing systems (Wang, 2002，p.333). It finds that perceived 
credibility has a stronger influence on behavioral intention than the traditional TAM 
variable (“perceived usefulness”）in the context of e-tax filing (Wang, 2002, p.345 ). It 
also shows that users who have higher computer self-efficacy are likely to have more 
positive usefulness and ease of use beliefs, but also will have more negative 
credibility belief about e-tax filing systems (Wang, 2002，p.345). 
Chang et al. (2005) use TAM to examine taxpayers' acceptance of e4ax-filing 
system in Taiwan. Based on the data collected from 141 experienced taxpayers, the 
results show that perceived usefulness has created more impact than perceived ease of 
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use on taxpayers，intention to use the system (Chang et aL, 2005, p.389). 
Hung et al. (2006) use a theoretical model based on the theory of planned 
behavior to study the online tax filing and payment system (OTFPS) in Taiwan. Based 
on a survey that collected 1,099 usable responses, the result shows that the important 
determinants of user acceptance of the OTFPS are perceived usefulness, ease of use, 
perceived risk, trust, compatibility, external influences, interpersonal influence, 
self-efficacy, and facilitating condition (Hung et aL, 2006, p.97). 
The study of Tan et al. (2005) uses stakeholder theory to examine e-tax filing in 
Singapore. It examines e-tax filing from three critical aspects of stakeholder 
management: (1) identification of stakeholders; (2) recognition of differing interests 
among stakeholders; and (3) how an organization caters to and furthers these interests 
(Tan et aL, 2005, p.31). It adopts an in-depth case research approach. It was conducted 
at the Inland Revenue Authority of Singapore (IRAS). Findings point to the 
importance of (1) developing a proactive attitude towards the identification of all 
relevant collaborators; (2) conducting cautious assessments of the technological 
restrictions devising and implementing control and collaboration mechanisms; and (3) 
developing strategies to align stakeholder interests (Tan et al., 2005, p.31). 
Holden and Fletcher (2005) use the conceptual framework of virtual value chain 
to understand how a new form of collaboration emerged in the Internal Revenue 
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Service (IRS) program in the US and what dimensions make it a success (p.643). 
Using the data collected from interviews and the secondary data, the study finds that 
public-private partnership helps to bring some structure to the enablers and barriers to 
the new collaboration (Holden and Fletcher, 2005, p.657). For the major success 
factors, they include strong championship, leadership, willing to take risks, marketing 
the products, multifaceted experience of partnership, and expanding the market for 
e-filling (Holden and Fletcher, 2005, p.657-659). For the barriers to the collaboration, 
they include the paper-bound infrastructure, the culture of IRS, protection of 
information privacy and security, and setting goals being too high to achieve (Holden 
and Fletcher, 2005, p.659-661). 
As to the book chapters on e-govemment services, West (2005) discusses e-tax 
filing at both the federal and state levels to show how it emerged, what the costs are, 
and how successful it has been in terms of providing electronic services (p.83). Using 
the data collected from the federal government and a number of states, the result 
shows that although citizen satisfaction with e-tax filing is quite high, usage levels are 
growing below government projections and appear to be more consistent with models 
of incremental than transformational change (West, 2005, p.83). It mentions that 
various organizational, political, and financial factors constrain the growth of online 
tax filing (West, 2005, p.97). They include conflict between federal government 
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administrators and commercial providers, a lack of online mechanism for payment, 
budget scarcity, and online privacy and security issues. 
In Khosrow-Pour's (2005) Practicing E-government: A Global Perspective, it 
contains the study of Culbertson, which examines the impact of online motor vehicle 
licensing service on transforming government-citizen relationship in State of Arizona, 
USA. Traditionally, citizens in Arizona had the least satisfactory level for annual 
renewal of motor vehicle registration because of the service being too 
time-consuming. Citizens were normally confronted with four-to-five-hour waits at 
Arizona Motor Vehicle Division (MVD) offices to renew vehicle registration 
/ 
(Culbertson, 2005, p. 134). If information given at the counter was incorrect or 
incomplete, the citizen had to return later with the required update (Culbertson, 2005, 
p. 134). While the Governor was committed to improving service delivery, she was, at 
the same time, implementing a tax cutting and downsizing government agenda, which 
diminished the State's capacity to resource an expansion and improvement of existing 
services (Culbertson, 2005, p. 134). She was also promoting expanded electronic 
service delivery for improving service delivery and supporting an economic 
development platform (Culbertson, 2005). 
In 1997, the web-based motor vehicle registry project was implemented on the 
basis of public-private partnership. This online service is successful in effectively 
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reducing citizens，time to complete a registration renewal from four to five hours to 
roughly 15 minutes, having an one-stop access online service for applying for a 
temporary permit and printing a valid permit out from users' personal computers, and 
saving the money for the State government. The cost to the State of processing 
registration decreases sharply from $10.72 for over the counter to roughly $3.83 per 
transaction online. The study shows that the key success factors for online motor 
vehicle licensing service include managers willing to take risk, overcoming internal 
resistance coming from State financial, legal agencies and MVD counter staff, 
engaging in business process-reengineering while introducing new online services, 
and having strong customer focus, feedback and metrics. 
2.4.2.1 The Importance of Studying E-government Services 
From the above, it shows that e-govemment services are understudied in terms of 
the number of study, the way e-govemment services are examined, and the type of 
e-govemment services examined. 
For the number of studies and the way e-government services are examined, 
there are only seven studies of e-govemment services. Five of them are theory-based 
studies (Wang, 2002; Chang et al., 2005; Holden and Fletcher, 2005; Tan ct al., 2005; 
Hung et al., 2006). TAM, extended TAM, the theoretical model based on the theory of 
planned behavior, the conceptual framework of virtual value chain, and stakeholder 
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theory have been adopted to examine e-govemment services. However, there is the 
lack of studies of the impact of organizational factors on e-govemment services. 
In fact, the transition from a manual approach to operations to one based on 
electronic service delivery via the Web goes beyond the technical aspects of service 
delivery systems (Brown, 2003). It requires an extraordinary complex of technical, 
organizational, economic, human, and political factors (Brown, 2003, p.346). 
Particularly, the study of how organizational factors affect e-govemment services 
should not be ignored. 
For a long time, scholarly interest has been focused on the effect of 
organizational factors on the adoption of IT. There are studies of how organizational 
factors (e.g. size, people, external environment) affect the adoption of computing 
technologies. Norris and Kraemer (1996) find that organizations with bigger size have 
greater needs for computing. They also find that governments which use central IT 
system are more widely automated, have more widespread use among staff, and are 
more likely to deploy leading-edge computer technologies than governments which 
use personal computers (PCs) (Norris and Kraemer, 1996, p.568). Northrop et al. 
(1994) find that training, friendliness of software, and users' computer background 
can affect computer use. Bugler and Bretschneider (1993) find that public 
organizations with higher levels of outside contacts can facilitate the adoption of new 
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information technology. The rise of e-govemment has also led to the study of the 
impact of organizational factors on developing e-govemment websites (Ho, 2002; 
Moon, 2002; Edmiston, 2003; Ho and Ni, 2004; Norris and Moon, 2005). It implies 
that organizational factors may also affect the development of e-government services. 
However, how organizational factors affect e-govemment services is understudied. 
Besides, there is the lack of studies of the quality of e-govemment services. 
However, the study of it should not be ignored. Governments have made continuous 
efforts to improve the delivery of public services with ICT (Lenk, 2002). As 
Seneviratne (1999) argues, information technology is being viewed as a key 
component in improving the way the public sector provides services to citizen (p.45). 
Traditionally, services are delivered by Weberian bureaucracy, which is often 
criticized for its rigidity, proceduralism, inefficiency, and incapability to serve “human 
clients”，who have preferences and feelings (Ho, 2002, p.435). Before the emergence 
of the Internet, the use of telephones, fax machines, and computers are common IT for 
government to deliver services in a better way. The rise of the Internet provides 
governments with an alternative channel to deliver services. It allows government 
services to be organized in ways that fit the needs of citizens rather than the 
constrictions of bureaucracy (Brown, 2003, p.346). 
The implementation of e-govemment is a government response to these 
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criticisms. It is hoped that the provision of e-government services can improve service 
quality. As Yong (2003) points out, governments worldwide have the objective of 
providing public services at lower cost, faster pace, and more conveniently through 
implementing e-govemment services. Improving service quality in terms of time, 
money, convenience and so on becomes an indicator to determine the success/failure 
of e-government services. The analysis of the e-government websites would not be 
able to understand the quality of e-government services clearly. It is because the 
websites only show the number and the type of services offered and they only serve as 
a gateway to access e-govemment services. It is only through the analysis of 
e-government services can their quality be understood more clearly. 
As to the type of e-government services examined, most of the studies focus on 
examining e-tax filing. Only the study of Culbertson (2005 ) examines the impact of 
online motor vehicle licensing service. Other types of e-government services are 
poorly understood. According to West (2005), placing services online is a top priority 
for many government planners (p.48). Government agencies no longer offer 
information-only websites (Yong and Koon. 2003). The number and type of 
e-govemment services offered has increased over the past few years worldwide. 
According to West's Global E-Government Report, of the government websites 
examined for the 198 nations, 29% have services that are fully executable online in 
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2006, compared to 19% in 2005, 21% in 2004, 16% in 2003 and 12% in 2002 (2006, 
p.4). Common services include registration for user privileges, as well as registering 
to access things on customers' account, reporting accidents, fraud, or corruption, 
filing taxes online, ordering tourist services, ordering publications, agency job 
applications, payment for telecom services, and complaint forms (West, 2006, p.5). 
Increasing the provision of online services worldwide reflects that more governments 
believe in the benefits that can be brought by online service delivery. In order to have 
a better understanding about e-govemment services, there should be more research on 
other types of e-govemment services without a dominant focus on e-tax filing. 
2.4.3 The Studies of E-jiovernment in Asia 
As shown in previous paragraphs, most of the current e-government studies are 
westem-centric, with a focus on the U.S.. What is lacking is research on 
e-govemment in Asia (Holliday, 2002; Hoiliday and Kwok, 2004). A survey of current 
e-govemment literature shows that research on e-govemment in Asia is understudied. 
A survey of the last five years (2002-2006) of 11 academic journals is conducted 
to examine the prominence of e-government studies in Asia. For the purpose of the 
survey, three categories are identified. They are (1) number of articles on 
e-govemment in Western countries (EWC), (2) number of articles on e-govemment in 
Asian countries (EAC)，and (3) number of articles on comparative e-government 
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studies which incorporate Asian countries (CEIA). 104 journal articles on 
e-govermnent were collected. Appendix 2.2 shows the distribution of 104 journal 
articles among eleven journals from 2002 to 2006. Appendix 2.3 shows the sum of 
e-government articles published in each journal, the authors, and the total number of 
EWC, EAC, CEIA. Results indicate that there are only 18 journal articles on Asian 
e-govemment and only four comparative e-government studies which incorporate 
Asian countries, which is about 17% and about 4% of the journals respectively. 
As to the survey of books about e-govemment research, books obtained from 
Hong Kong university libraries are examined. For the purpose of the survey, they are 
categorized into four types: (1) books examining e-govemment in Western countries 
(the U.S., Canada, Europe) (BEWC), (2) books examining e-government in Asian 
countries (BEAC), (3) books having comparative e-government studies which 
incorporate Asian countries (BCEIA), and (4) books examining e-govemment in other 
countries (e.g. Africa, South America) (BEO). 
41 books about e-government are collected from university libraries. Appendix 
2.4 shows the categories of books about e-govemment, the authors and the title of the 
books. The result shows that over 90% of the books are e-govemment studies in 
Western countries and many of them have a main focus on the U.S. Only two books 
have the main focus on e-government in Asia (Karim & Khalid, 2003; Yong, 2003), 
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which is about 5% of the books. Besides, only five books contain book chapters 
which have a specific focus on e-government in Asia (Bhatnagar, 2004; Ciirtin et al., 
2003; Drtlke, 2005; Huang ct al., 2005; Mitrakas et al., 2007), which is about 12 % of 
the books. Most of these books have one chapter about e-govemment in Asia. Only 
the book of Huang et al. (2005) has three chapters examining individual Asian 
countries which implement e-government. There are three books having comparative 
e-govemment studies that incorporate Asian countries (Huang et al., 2005; Prins, 2001; 
West, 2005), which is about 7% of the books. And there are four books containing 
scattered examples of e-govemment in Asia (Holmes，2001; Khosrow-Pour, 2005; 
Satyanarayana, 2004; Schedler et al., 2004), which is about 10% of the books. 
2.4.3.1 The Importance of Studying E-government in Asia 
The survey shows that e-government in Asia is understudied. However, there are 
two reasons why the study of it should not be ignored. 
2.4.3.1.1 The First Reason: Local Variations Between Western and Asian 
Countries 
Firstly, the ICT revolution has been a global event since the 1990s (Lim, 2002). 
Under the global pressure of information technology, many Asian governments have 
seen the adoption of ICT as a central part of strategic planning in the 
informationalization of their society (Ho et al., 2003, p.2). The Internet, is especially 
J-28 
emphasized, since it has relatively low technical and economic requirements and is 
thus suited for rapid deployment, allowing Asian countries to leap-frog into the 
Information Age (Ho et al., 2003, p.2-3). Virtually all governments in the region have 
formulated an e-Government strategy and are now turning their words into action 
(Ross ct al, 2004，p.2). For example, under the national plan of Infocomm21, 
Singaporean government launched the e-Government Action Plan to implement more 
extensive government services online (Tan & Yong, 2003). In South Korea, there are 
Cyber Korea 21 (1999-2002) and e-Korea Vision 2006 (2002 onwards) for enhancing 
its online services to encompass the entire society and encouraging the participation 
of citizens in the policymaking process (Yong & Tan, 2003). In Taiwan, there was 
e-Government Action Programme (2001-2004) which aimed at enhancing the depth 
and breadth of government online applications (Yong, 2003, p.252). 
As West (2004) points out, considerable research has been undertaken on 
electronic government in the U.S.. However, it is important to look beyond the U.S. to 
see how Internet technologies have been incorporated into the public sectors of other 
countries (West, 2004, p. 3). As West (2004) argues, one of the limits of relying on any 
single country is the difficulty of generalizing beyond that area, especially to settings 
that feature different kinds of financial resource, political settings, or institutional 
structures (p.3). Beal (2003) shares the same view. He argues that much of what is 
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written on the Internet is based on the American experience, and it is often assumed 
that “follower countries” will replicate the American model (p.35-36). However, he 
argues that this assumption is unwarranted (Beal, 2003, p.36) because of local 
variation in terms of local physical infrastructure, political, social, and cultural factors 
(Beal, 2003). For example, Internet adoption truncation in Asia does not necessarily 
follow the American pattern of adoption (Beal, 2003). Although there was a definite 
movement from male to female in the United State, there are indications elsewhere 
that growth is being driven by women such as in South Korea (Beal. 2003). In Taiwan, 
it is claimed that women are likely to be Internet users as men (Beal, 2003. p.37). 
The study of Penfold (2003) also shows that different types of Internet content 
being controlled or censored depend on the concerns of individual nations, which tend 
to reflect to a great extent the history, religion, society, and day-to-day political 
situation of the nation or area in question (p.87). It shows that the practice of Western 
countries is different from that of Asian countries. It shows that Australia's attempt to 
regulate Internet content is different from that of Singapore and China in terms of 
methods used and the degrees of control exerted, with a progression in the number 
and levels of restriction. Australia restricts content at the level of content hosts only， 
Singapore, at the levels of content providers, hosts, and service providers, China, at 
the levels of content providers and hosts, service providers, and users (Penfold, 2003, 
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p.93). Australia implements legislation to regulate Internet content. Singapore adopts 
censorship policies. China employs various types of control, including official 
scrutiny of websites prior to publication, access being routed through state-sanctioned 
providers, requirements that content accessed, and user identities, be recorded, 
blocking specific websites, selective arrests and crackdowns, and promoting 
self-censorship (Penfold, 2003, p.92). 
The examples above show that local variation between Western countries and 
Asian countries leads to different outcomes of Internet adoption pattern and the 
regulation of Internet content. Therefore, it is expected that the result of implementing 
e-government in Asian countries would be different from that of in Western countries. 
As Beal (2003) argues, while the Internet is a global medium, successful 
practitioners will be those who are aware of local differences and conditions and 
adjust their operations, where justified, for best fit (p.37). It means that successful 
practitioners will not directly copy from other countries without taking the local 
contexts into a serious consideration. They must attempt to work out how the Internet 
fits into the countries, what changes it will make, and what are the opportunities and 
dangers (Beal, 2003, p.38). 
In fact，Welch and Wong (1998) point out that although the impetus for 
borrowing from American public administration theory continues, the Asian public 
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administration literature reveals a gap between what is borrowed and what fits (p.42). 
Besides, there may also be a growing gap between theory and practice in Asia (Welch 
and Wong, 1998, p.42). For example, many Korean scholars have argued that 
conventional Western theories are not adequate to fully explain what really transpires 
in the Korean administrative settings (Kim and Bell, 1991, p. 19). It is because Korea 
is affected by indigenization, a process of establishing a new highly adaptive system 
of thought and behavior that accurately reflects the social dynamics of the indigenous 
culture when the Western science of public administration is introduced into Korean 
culture (Kim and Belt 1999, p.20). Take the development of political system as an 
example, Korean scholars concluded that Korean bureaucratic change will not likely 
follow the developmentalist model prevalent in the West because its predominant 
political pattern is culturally alien to Western, democratic pluralism (Kim and Bell, 
1999, p.20). Take the East Asian Miracle as another example, the economic success of 
the four “Little Dragons” or Newly Industrializing Countries (NICs) in Asia shows 
that the Anglo-Saxon Model, which emphasizes the operation of free market, is not a 
universal model. Instead, East Asian Model, which emphasizes the importance of state 
activism, is the reason for East Asian economic success (Rodrik, 1994; Weiss, 1996). 
From the above examples, it shows that ideas and theories developed in Western 
countries cannot be adopted directly by Asian countries. Tt implies that theories used 
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to explain e-govemment in Western countries in current literature may not have the 
same explanatory power when they are applied in Asian countries. It also implies that 
findings of e-government in Western countries may be different when the studies are 
conducted in the Asian region. 
2.4.3.1.2 The Second Reason: Outstanding E-government Performance of the 
Four "Little Dragons" in Asia 
Secondly, Asian governments and their citizens are some of the most progressive 
proponents of e-government in the world (Ross et al., 2004, p.2). E-govemment usage 
in 75% of the Asian countries analyzed in a recent study by market information firm 
Taylor Nelson Sofres surpassed the global average of 30% (Ross et a l , 2004, p.2). 
According to West's Anmial Global E-government Surrey, some of the Asian 
countries, in particular those in the Southeast Asian region, have been internationally 
recognized as leading e-govemment countries and have ranked among top 25 
e-government countries among 198 nations for consecutive five years (2002-2006). 
They include Taiwan, Singapore and Hong Kong. In 2006, Annual Global 
E-government Survey shows that South Korea, Taiwan, and Singapore were top three 
e-government countries, followed by the U.S., Canada, and the UK. 
The reports of Digital Governance in Municipalities Worldwide (hereafter “the 
Report”�also show that some of the Asian countries have outstanding e-government 
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performances. They evaluated web sites in terms of digital governance, which 
included both digital government (delivery of public services) and digital democracy 
(citizen participation in governance). A total of 84 countries and 81 countries were 
examined in 2003 and 2005 respectively. In 2003, the Report showed that South 
Korea, Hong Kong, and Singapore are the top three municipalities in digital 
governance, followed by the U.S. In 2005, the Report showed that South Korea 
ranked No. l , followed by the U.S. China, Hong Kong, and Australia. From the above 
global e=government survey, it shows that the performances of e-government in some 
of the Asian countries, in fact，are comparable to Western countries. Some of their 
performances have even surpassed that of Western countries such as the U.S. and 
Canada. Therefore, the study e-government in Asia, especially countries in the 
Southeast Asian region, can be a valuable reference for other countries. 
2.4.3.2 The Importance of Studying Hong Kong E-government 
In the Southeast Asian region, the four “Little Dragons" have become 
e-government leaders in the world. Hong Kong, Singapore, South Korea and Taiwan 
have outstanding e-govemment performances. However, empirical studies of 
e-govemment in the four “Little Dragons', have been little. The su rvey of the last five 
years (2002-2006) of 11 journals shows that only nine out of 104 e-govemment 
journals articles arc about the four “Little Dragons", which is about 9% of the journal 
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articles. Appendix 2.5 shows the survey result. Four of the journal articles are about 
the e-government of Taiwan. Both Singapore and South Korea have two journal 
articles. Hong Kong has only one journal article. It shows that Hong Kong has the 
least journal article among the four “Little Dragons”. 
These nine journal articles are empirical studies of the e-govemment of the four 
“Little Dragons”. In Taiwan, Wang (2002), Chang et al. (2005), and Hung et al. (2006) 
use extended TAM，TAM. and a theoretical model based on the t h e o r y of planned 
behavior to study e-tax filing system in Taiwan. Based on the Theory of Planned 
Behavior (I PB). the study of Chii et al. (2004) proposes an integrated model for the 
empirical examination of the users' intention and behavior for using the electronic 
tendering system (ETS) (p.219). The results show that users' overall satisfaction most 
significantly affects their intention to adopt the ETS (Chu et al., 2004, p.219). 
In South Korea, Kim and Kim (2003) use competing values approach to analyze 
government officials，perceptions of e-govemment values and failures as well as their 
views on the proper consequences of failure (p.361). The data indicate that 
government officials identify privacy rights as their top priority in e-government 
development (Kim & Kim, 2003. p.367). However, they also reveal some potential 
conflicts between competing values such as privacy and data sharing (Kim & Kini, 
2003, p.368-369). The study of Cho and Choi (2004) with the help of survey data 
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shows that the adoption of OPEN (Online Procedures Enhancement for civil 
applications) system to control corruption has been accepted by citizens instantly, and 
users and visitors to the sites have grown rapidly (p.720). Both the citizens and city 
officials have favorable opinions on its corruption effect (Cho & Choi，2004, p.720). 
In Singapore, Tan et al. (2005) use stakeholder theory to examine e-tax filing. 
The study shows that despite efforts to inject stakeholders' interest into e-filing 
system, there are strategic considerations and tactical limitations for IRAS in meeting 
the expectations of every taxpayer (Tan et al.. 2005, p.44-45). The study of Sriramesh 
& Rivera-S出ichez (2006) uses the notions of corporatism and communitarianisin and 
the concept of symmetry and asymmetry in communication to present the 
e-govemment and e-governance structures in Singapore (p.707). It finds that an 
educated citizenry, adequate technical infrastructures, offering e-services that citizens 
need, and commitment from top government officials to support the necessary 
changes with financial resources and leadership are four critical success factors for the 
creation of e-government infrastructure (Sriramesh & Rivera-Sanchez, 2006, p.707). 
However, to have meaningful e-governance there has to be political pluralism, which 
occurs only when permitted by the state (Sriramesh & Rivera-Sanchez, 2006，p.707). 
In Hong Kong, Holliday and Kwok (2004) examine the development of 
e-government. However, it is not a theory-based work, ft does not apply any theory or 
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test any theory. It makes no use of any discernible framework of knowledge but 
merely provides a set of data and ideas (Heeks & Bailur, 2007, p.254). In their study, 
Holliday and Kwok (2004) examine the extent to which the emergence of 
e-government is flicilitating or undermining the efforts of central actors to govern 
I long Kong (p.553 ). They find that successful e-government implementation requires 
a number of hurdles to be overcome in the socio-economic, cultural, technical and 
preferential domains (Holliday and Kwok, 2004, p.562). For the technical domain, the 
government needs to outsource IT projects to private sector, set up IT taskforce, and 
provide IT training to employees of small and medium enterprises (SMEs). For the 
socio-economic/cultural domain, the government needs to promote B2G (business to 
government) interactions by putting an increasing number of business opportunities 
on the Internet and counteract digital divide (Holliday and Kwok, 2004). As to 
preferential domains, the government needs to implement targeted initiatives that can 
attract both officials and citizens to take advantage of e-options (Holliday and Kwok, 
2004). These include improving the attractiveness of government homepages, 
building around a revamp of the main government website, and providing a secure 
environment for the conduct of e-transactions (Holliday and Kwok, 2004). 
Holliday and Kwok (2004) recognize that Hong Kong government is strongly 
committed to e-government and to leading FT development by example (p.567). 
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However, they have a cautious and skeptical assessment that the impact of 
e-government on governance remains variable, and in many aspects, marginal 
(Holliday and Kwok，2004, p.567). They suggest that the government needs to go 
beyond service delivery to encompass citizen engagement and participation (Holliday 
and Kwok, 2004,p.551). 
The study of Holliday and Kwok (2004) has the strength of providing detailed 
background information on Hong Kong e-government. But it lacks theoretical 
foundation. According to Sahay and Walsham (1995), theory usage has the following 
values: 
• A means for researcher to communicate with practitioners; 
• A means for researchers to communicate with each other; 
• A means for accumulation of knowledge; and 
• A means for legitimacy and recognition of the field as an academic 
discipline (Heeks and Bailur, 2007, p.255). 
As Heeks and Bailur (2007) argue, e-govemment studies with the absence of 
theory can be a problem. While the studies might give some insights into what is 
happening in e-government, they may fail to offer any understanding of why things 
are happening (Heeks and Bailur, 2007, p.255). Theoretical perspectives may help 
e-government practitioners understand why, for example, models that work well in 
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one place do not work well in another (Heeks and Bailur, 2007, p.255). The study of 
Holliday and Kwok (2004) does not use any theoretical framework. It is very 
descriptive in nature without detailed evaluation. As a result, it lacks explanatory 
power and leads to research questions having little theoretical significance. 
The book chapter written by Yong and Leong (2003) is about e-govemment in 
Hong Kong. Tt briefly introduces the e-govemment strategy and major e-government 
initiatives (i.e. G2C, G2B, G2E and G2G) and talks about the key challenges faced by 
the HKSAR government. Key challenges include tight budgetary pressures, getting 
departmental management on-board, continuing to fight against inertia at the 
operational level, and educating and convincing the public to use the online services 
(Yong and Leong, 2003, p. 115). Like the study of Holliday and Kwok (2004), the 
book chapter of Yong and Leong (2003) lacks a theoretical foundation. It has little 
explanatory power and no theoretical significance. 
As mentioned before, international e-government reports show that Hong Kong 
achieves high world ranking. Global E-government Survey of Brown University 
shows that Hong Kong has ranked among the top 25 e-government countries for 
consecutive five years (2002-2006). In 2005, it ranked No.4 in Global E-government 
Survey. Its website was praised by the Survey for being accessible, demonstrating its 
focus on content and ease of use (West, 2005). And according to Digital Governance 
J-39 
w Municipalities Worldwide, Hong Kong ranked No.2 in digital governance in 2003. 
Its web site ranked No.l in the categories of (1) privacy and security and (2) usability, 
No.2 in service delivery, and No.5 in content. In 2005, it ranked No.4 in digital 
governance. Its web site still ranked among top 10 cities in terms of privacy and 
security, usability, content, and service delivery. Since Hong Kong is one of the world 
exemplars of e-government, the study of e-govemment in Hong Kong will be 
conducive to experience and knowledge sharing for other countries. 
2.5 Conclusion 
To conclude, this chapter is divided into two parts. Firstly, it discusses the 
definition of e-government. Secondly, it examines current literature of e-govemment. 
It shows that there are two research gaps in current e-govemment field: (1) the lack of 
study of e-govemment services and (2) the lack of study of Hong Kong e-govemment. 
In order to fill the research gaps, this study will examine e-govemment services in 
Hong Kong. 
Next chapter will examine e-government of Hong Kong in details. 
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Chapter 3: The Development of Hong Kong E-Government 
3.1 Introduction 
This chapter examines the development of Hong Kong e-government in details. 
It is divided into five parts. The first part briefly introduces the background on the rise 
of e-govemment worldwide. The second part talks about IT policy in the colonial era. 
The British government did not have any comprehensive IT policies. The third part 
examines the development of e-government in the HKSAR. It examines the reasons 
for the rise of “Digital 21” IT Strategies, the aims and areas of focus in three IT 
Strategy documents, the institutional arrangements for developing e-government. and 
the categories of e-government projects. The fourth part examines the performance of 
e-government using both the local and international measurements. A number of 
indicators are introduced. In the fifth part, the author explains the problems of local 
and international measurement methods adopted and argues that these measurement 
methods cannot truly reflect the performance of e-govemment in Hong Kong. And 
there is little understanding about the quality of e-government services in Hong Kong. 
Recalling literature review in Chapter Two, the lack of empirical studies of 
e-govemment services and Hong Kong e-govemment are two research gaps in current 
e-govemment field. In order to fill these research gaps, this study will examine 
e-government services under the First Phase of the ESI) Scheme in Hong Kong. 
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3.2 Background on the Rise of E-government Worldwide 
Since the mid-1990s, governments around the world have been executing major 
initiatives in order to tap the vast potential of the Internet for the distinct purpose of 
improving and perfecting the government process (UN & ASPA, 2002, p.l). They 
have recognized the potential of ICT to bring about a more efficient, cost effective, 
and customer-oriented government. As a result, they introduced ICT policies aiming 
at the development of e-government. In the US, there were National Performance 
Review (1993) and the Access America Report (1997), which discussed the 
supporting mechanisms for e-government and sketched the outlines for an 
e-government respectively (Zweers and Planque, 2001). The same happened in 
Australia (the 1995 ‘Clients First' report), the UK (the 1996 Green paper entitled 
‘government.direct.), Canada (the 1995 ‘Blueprint for Renewing Government 
Services Using Information Technology' report), and so on. In the HKSAR, the 
government has also formulated the "Digital 21” IT Strategy and one of its key 
initiatives is to develop e-govemment by implementing the First Phase of the 
Electronic Service Delivery (ESD) Scheme. 
3.3 The Government Information Technology Initiatives in the Colonial Era 
In the colonial era, there was computerization in the Hong Kong government. 
Mainframe and minicomputer was installed at govemment departments in the 1970s 
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and the early 1980s respectively (Ng lye and Chan, 1997). It aimed at improving the 
effectiveness of overall public services (Ng Tye and Chan, 1997). In 1989, the 
Government Data Processing Agency was upgraded to departmental status and 
became Information Technology Services Department (ITSD). Its main duties were 
providing total IT services to government departments and some quasi-government 
organizations, which included developing information system strategies, providing 
services for the full system development cycle, implementing approved IT 
programmes and making recommendations for computer equipment and software 
purchases (Ng Tye and Chau. 1997，p.122). It also frequently conducted user training 
courses and seminars in order to raise IT awareness and understanding in the Civil 
Service (Martinsons, 1997). Its sub-unit, Information Systems Strategy Studies (TSSS), 
was responsible for recommending specific IS strategies for each government 
department, based on its policy and operational objectives (Martinsons, 1997, p.42). 
The colonial government did not have a comprehensive policy to promote IT in 
the economy (Martinson. 1997). The use of IT was requirement-driven rather than 
coordinated and promoted by tlie government and no preferential treatment was given 
to the IT sector (Chau and Ng Tye, 1997, p. 153 ). Although Hong Kong ranked third in 
East Asia (behind Japan, and Singapore) in terms of the GDP percentage spent on IT. 
its strategic or innovative use of computing technology had been limited (Martinsons, 
43 
1997，p.35). In general. Hong Kong organizations used very little IT because the 
majority of them were small companies (Ng Tye and Chan, 1997, p. 137). They lacked 
the resources to make a substantial technology investment (Martinsons, 1997, p.35). 
Those applied IT were for routine rather than sophisticated activities (Martinsons, 
1997, p.46). They used it for alphanumeric processing. Computers were more likely to 
serve as glorified pens and calculators rather than decision support tools or 
repositories of value-added data (Martinsons, 1997, p.46). Besides, there was no 
national IT manpower policy in Hong Kong except recommendations by the 
Vocational Training Council (VTC) (Chau and Ng Tye, 1997, p. 152), which provided 
training for the IT and non-IT sectors (Chau and Ng Tye, 1997). 
In the 1980s, the colonial government met three problems. They included (1) the 
economic squeeze between high4,echnology and low-cost competitors, (2) the 'brain 
drain', in particular the IT specialists, because of the fear of the 1997 transfer of 
political sovereignty, and (3) the relocation of manufacturing firms, including those in 
the computing and electronics industries, because of escalating business costs. In 
order to maintain its economic competitiveness, the government reconsidered its IT 
policy and implemented some major initiatives. They included: 
參 setting a side of portion of the Tai Po Industrial Estate for high-technology firms; 
• offering subsidized industrial land and facilities to technology-intensive firms; 
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參 establishing the City University and the University of Science and Technology to 
promote applied and pure scientific research respectively; and 
• creating an Industrial Technology Center to review the current development of IT 
and its potential benefits to Hong Kong (Martinsons, 1997, p.36-37). 
However, the study conducted by BIS Mackintosh Limited, a private consultancy 
firm hired by the government, showed that Hong Kong was still lagging behind other 
Dragons in both private sector spending and government funding of IT-related 
research and development (Martinsons, 1997, p.37). 
In 1990, Industry and Technology Development Council (TTDC) was established 
to promote the use of advanced technology (Martinsons, 1997). An Information 
Technology Committee (ITC)，which supported the work of TTDC, served as an 
advisor and coordinator on a wide range of IT-related issues (Martinsons, 1997, p.37). 
The government progressively increased its support for local universities and 
technical institutes (Martinsons, 1997，p.38). Universities developed more IT 
education. They established research centers or institutes specializing in IT 
(Martinsons, 1997). Local manufacturing industry received funding for technological 
upgrading. During the 1980s and the mid-1990s, government's traditional focus on 
developing human resources and computerizing the civil service had been 
progressively expanded to include physical infrastructure upgrading and support for 
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private sector IT development and application (Martinsons, 1997, p.44). However, the 
formulation and implementation of IT-related policies was still somewhat fragmented 
(Martinsons, 1997, p.37). 
In the mid-1990s, the colonial government tried to use the Internet to disseminate 
information to the public. In December 1995, it established Government Information 
Center (GIC) for branches/departments to launch their home pages voluntarily. Up to 
July 5, 1996, three policy branches, 18 government departments and agencies, and 
seven government related organizations had launched home pages (See Appendix 
3.1). However, it lacked a coherent policy on the Internet. Branches/departments had 
discretion on the information to be uploaded (Legislative Council Panel on 
Information Policy, 1996). Besides, they had to address the constraints of the size of 
information, manpower required to upload it, and the impact on revenue in uploading 
marketable information (Home Affairs Branch & Information Services Department, 
1996). Therefore, the home page information was sketchy and incomprehensive 
(Legislative Counicl Panel on Information Policy, 1996). 
3.4 The Development of E-Government in the HKSAR 
In 1997，the HKSAR was established after Hong Kong was reunited with China. 
Former Chief Executive Tung Chee-hwa outlined in the 1997 Policy Address his 
vision to make Hong Kong a leader in the information world of tomorrow (ITBB, 
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1998). He further pledged in the 1998 Policy Address that Hong Kong should use IT 
to help retain its competitive edge and in driving its overall economic expansion 
(ITBB, 1998). 
3.4.1 Three “Digital 21” IT Strategy Documents 
In order to implement the IT vision of former Chief Executive, Information 
Technology and Broadcasting Bureau (ITBB) formulated the "Digital 21" IT Strategy 
in 1998 and made an updated version in 2001. In 2004, Commerce, Industry and 
Technology Bureau (CITB) updated the “Digital 21” IT Strategy again. These three TT 
Strategy documents had different aims and focused on different areas. Under each 
area, it proposed different initiatives. 
For the 1998 “Digital 21” IT Strategy, its aim was to enhance and promote Hong 
Kong's information infrastructure and services so as to make Hong Kong a leading 
digital city in the globally connected world of the century (ITBB, 1998). It 
focused on four areas, including (1) high capacity communications systems, (2) 
common software interface for secure e-transactions, (3) people who know how to use 
IT, and (4) a cultural environment that stimulates creativity and welcomes advances in 
the use of IT (ITBB, 1998). 18 initiatives were proposed (See Appendix 3.2). 
For the 2001 “Digital 21” IT Strategy, its aim was to position Hong Kong as a 
leading e-business community and global digital city (ITBB, 2001, p.2). It focused on 
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five Key Result Areas (KRAs). They were: (1) enhancing the world class e-business 
environment in Hong Kong, (2) ensuring that the Hong Kong Government leads by 
example, (3) developing Hong Kong's workforce for the information economy, (4) 
strengthening the Hong Kong community for digital exploitation, and (5) leveraging 
Hong Kong's strength in exploitation of enabling technology (ITBB, 2001). 23 
initiatives were proposed (See Appendix 3.3). 
As to the 2004 “Digital 21” IT Strategy, its aim was to sustain the momentum 
created in the past five years and continue to harness the benefits of \T for the 
community (CTTB, 2004). ft focused on eight main areas. They were: (1) government 
leadership, (2) sustainable e-government programme, (3) infrastructure and business 
environment, (4) institutional review, (5) technological development, (6) vibrant IT 
industry, (7) human resources in a knowledge economy, and (8) bridging the digital 
divide (CITB, 2004). 45 Initiatives were proposed (See Appendix 3.4). 
All these three IT Strategy documents identify the development of e-government 
as one of their key initiatives. Under the 1998 “Digital 21” IT Strategy, it mentioned 
that an Electronic Service Delivery (ESD) infrastructure would be developed. Besides, 
Public Key Infrastructure (PKI) would be developed to enable safe and secure 
electronic transactions (ITBB, 1998). Legal backing for the use of digital signatures 
and the use of data message in electronic transactions would be provided. Legislation 
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about it would be introduced in 1999. And Certification Authorities to provide for 
trust and security in electronic transactions would be established (TTBB, 1998). 
Under the 2001 “Digital 21” IT Strategy, it promulgated a comprehensive 
e-government policy. It mentioned that E-govemment Coordination Office (EGCO) 
would be established to drive and coordinate e-govemment initiatives. Besides, 
eoption for 90% of public services amenable to the electronic mode of service 
delivery would be provided by end 2003. Also, a flagship e-govemment projects 
falling into four categories—G2C, G2B, G2E, and G2G— would be implemented. 
Additional ESI) applications would he continued to roll out in subsequent years. 
And under the 2004 “Digital 21" IT Strategy, it mentioned that it would have 
sustainable e-government programme, ft would sharpen e-govemment programme 
and focus more on service quality and effectiveness by (1) improving customer 
interface and promoting customer relations management (CRM), (2) promoting 
service integration and transformation towards customer-centric and quality-oriented 
service delivery, (3) enhancing accessibility to Government and transparency in its 
process, (4) improving measurement of the performance and value of e-govemment 
initiatives, (5) leveraging on the most appropriate technologies, and (6) formulating a 
roadmap for the further development of e-government services (CTTB, 2004, p. 15-16). 
Besides, it would drive utilization and create value for customers in the use of 
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e-services (CITB, 2004, p.16). It would also engage customers by introducing 
measures to obtain their feedback in project implementation and in monitoring service 
utilization (CITB, 2004, p. 17). 
Under "Digital 21” IT Strategy, the govemment has presented many papers on 
the development of e-government in the meetings of the Legislative Council. 
Appendix 3.5 summarizes the focuses of 22 relevant papers presented from 1998 to 
2006. They are discussion papers and progress reports. They mainly discussed 
strategies for developing e-government. Strategies included having new institutional 
arrangement, creating new e-government post, creating interoperability framework, 
adopting a Common Look and Feel (CLF) for govemment websites, and so on. 
Besides, they talked about what and when e-govemment projects would be 
implemented, the performance of these e-govemment projects, and the direction for 
developing e-government. They also responded issues/questions about e-govemment 
raised by the members of the Legislative Council. 
3.4.2 Institutional Arrangements for the Development of E-Government 
In order to facilitate the development of e-government, some new institutional 
arrangements were made for a few times. 
Originally, ITBB was set up in April 1998 to lead and coordinate the work of all 
those in govemment involved in IT and the related areas of broadcasting and 
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telecommunications (ITBB, 1998). It also formulated “Digital 21” IT Strategy. After 
setting out five KRAs in the 2001 “Digital 21” IT Strategy, ITBB had an expanded 
role in developing e-government (ITBB, 2001). It took the lead in developing 
E-government vision and targets, coordinating cross-government development and 
projects, assisting bureaux and departments (B/Ds) in implementing their own 
initiatives, and monitoring and managing progress towards the milestones set. 
To effectively steer and monitor the overall implementation of the e-government 
strategy and the achievement of the targets set and to provide necessary support and 
coordination, EGCO was set up within ITBB in 2001 (ITBB, 2001，p.7). EGCO 
served as the focal point to coordinate the e-government initiatives of B/Ds (ITBB, 
2001，p.7). The actual implementation of e-government initiatives are undertaken by 
the concerned B/Ds (ITBB, 2001, p.7). B/Ds pursued their own e-government 
initiatives within a clear e-government framework set up by the top level (ITBB, 2002， 
p.3). The implementation of e-government initiatives is decentralized to B/Ds. 
Besides, ITSD had an enhanced role in developing e-government. It had to place 
greater emphasis on further developing the information infrastructure and security, 
tackling new subject areas of IT in the community and digital divide, exploiting new 
TT and communications technologies and assisting in TT-related business process 
reengineering (TTBB, 2001, p.2). It could no longer be the major service provider to 
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B/Ds. B/Ds had to reduce their dependency from ITSD and assume greater ownership 
of IT. They had to establish IT Management Units (ITMUs) to plan and implement IT 
projects in an automated manner (ITBB, 2001, p.6) and deliver their e-options and 
targets under the e-government strategy (ITBB, 2001，p.2). 
Since EGCO was just a small central unit, it could not do all the tasks alone. It 
had to work closely with ITSD for steering and providing central direction, dealing 
with internal processes of IT projects, enhancing IT literacy, and so on (ITBB, 2001). 
Besides, EGCO also had to work closely with Efficiency Unit (EU) and Management 
Services Agency (MSA), which had great expertise and experience in business 
process reengineering, change management, and efficiency (ITBB, 2001, p.5). It 
means that no institutions have a dominant role but work together in order to 
implement e-govemment. 
The implementation of the Principal Officials Accountability System led to new 
institutional arrangement. CITB replaced ITBB. EGCO became part of CITB. And 
Communications and Technology Branch (CTB) of CITB was responsible for 
formulating public policies and initiating new proposals and measures for IT 
development, particularly those requiring extensive inter-agency coordination (CITB, 
2004, p.5). 
Later, the government thought that the institutional structure followed the 
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traditional delineation of government responsibility (CITB, 2004, p.5). It failed to 
work for its best for the government to lead, champion and foster the further 
development of IT in Hong Kong (CITB, 2004, p.3). As a result, Office of the 
Government Chief Information Officer (OGCIO) was formed by merging the 
functions of the former ITSD and the IT-related divisions of CTB of the CITB in July 
2004 (CTB, 2004, p.l ). It is a single, dynamic entity with the right mandate, visibility 
and organization (CITB, 2004, p.6). Its responsibility includes (1) providing a single 
focal point with responsibility for ICT policies, strategies, programmes, and measures 
under the 2004 Digital 21 Strategy, (2) being accountable for the government's 
investment in ICT, and (3) taking a cross-agency leadership role in driving the 
E-government programme (OGCIO, 2004). As to EGCO, it no longer exists. 
Besides, in order to provide sponsorship for the e-govemment programme at the 
most senior level, a high-level E-govemment Steering Committee (EGSC) chaired by 
the Financial Secretary was set up (CITB, 2004, p.6). It has the responsibility of (1) 
approving the strategic direction of the e-govemment programme, (2) setting targets 
for outcomes, benefits and utilization for such projects and, if necessary, and (3) 
resolving differences between B/Ds or between OGCIO and B/Ds (CITB, 2004, p.6). 
As the government says, B/Ds with the concerned policy responsibility and 
operational knowledge respectively take ownership of their related e-government 
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initiatives and give such initiatives their full support (ITBB, 2001, p.7). ITBB, EGCO, 
ITSD and CITB played an important role in implementing the First Phase of ESD 
Scheme. They presented many discussion papers and progress reports on the 
development of e-govemment projects. 
On the other hand, the establishment of OGCIO and EGSC is regarded as the 
first step ill implementing the next wave of e-government (OGICO and CITB, 2005). 
OGCIO seeks to provide more visible and proactive leadership for the government to 
drive the development of the next wave of e-government (OGCIO and CITB, 2005). 
Since its establishment, EGSC has considered and endorsed the vision, mission and 
key priorities of the next wave of e-govemment (OGCIO and CITB, 2005, p.2). Since 
this study examines e-govemment services under the First Phase of ESD Scheme, 
OGCIO and EGSC will not be discussed in details. 
3.4.3 Categories of E-Government Projects 
According to the 2001 “Digital 21” IT Strategy, the e-govemment projects are 
divided into four categories. They are Govemment-to-Citizen (G2C), 
Govemment-to-Business (G2B), Government-to-Employee (G2E), and 
Government-to-Government (G2G). Under the first phase of e-govemment 
programme, the government focuses on implementing G2C projects by pushing 
infomiation online and enabling electronic transactions (OGCIO and CITB, 2006, 
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p.2). Recalling literature review in Chapter Two, this study examines e-govemment 
services. Therefore, G2C projects will be a major focus in this chapter. Due to the lack 
of information, this study can only describe G2B, G2E, and G2G projects briefly. 
3.4.3.1 The Category of Government-to-Business (G2B) 
For G2B, it is about government having online transaction with its business 
partner. It aims at improving efficiency, reducing the compliance costs of the business 
sector, facilitating innovation and investment in Hong Kong (ITBB, 2001, p.36-37). 
Under G2B, Electronic Tendering System (ETS) was implemented in 2000. It allows 
suppliers worldwide to receive notification of non-work tenders, submit tender offers 
and receive notification of tender awards online. 
3.4.3.2 The Category of Government-to-Employee (G2E) 
For G2E, it is government using electronic means in communication and 
transaction with civil servants (ITBB, 2001, p.37). Under G2E, there are "e-Payslip" 
service, “e-Payroll” service, and "e-Leave" service. "e-Payslip" lets employees 
receive payslip, annual return of payroll emoluments and payroll statements 
electronically. "e-Payroll" service let employees enquire about their personal, 
appointment and payroll-related infomiation with the Treasury electronically (CITB, 
2004，p.8-9). As to the “e-Leave” service, it enables electronic submission, processing, 
calculation and recording of leave applications (CITB, 2004, p.9). 
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3.4.3.3 The Category of Government-to-Government (G2G) 
For G2G, it is about having inter-departmental and intra-departmental electronic 
transactions to promote the use of IT within Government (ITBB, 2001, p. 37). The 
government considers implementing Integrated Criminal Justice Process (ICJP). ICJP 
seeks to streamline the business processes and facilitate the legitimate sharing of 
information among 11 agencies involved in the criminal processes, from arrest, 
identification and charge, prosecution and trial, correction and rehabilitation, to 
aftercare (OGCIO and CITB, 2005, p.l 1). The necessary business and privacy studies 
for the development of ICJP have been completed. However, as ICJP Programme 
involves a large number of departments and agencies, the government is seeking a 
steer from the Policy Committee on the priority and leading bureau for the 
Programme (OGCIO and CITB, 2005, p. 11). 
3.4.3.4 The Category of Government-to-Citizen (G2C) 
As to G2C, it aims at providing online public information and public services to 
citizens. Under G2C, there are two main programmes. One is the setting up of 
Government Information Center (GIC) portal (www.info.^ov.hk). The other one is the 
implementation of the First Phase of the ESD Scheme. 
GIC portal is a one-stop portal which provides citizens with a quicker access to 
government information and services. Tt includes the accesses of the websites of B/Ds, 
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electronic services, general information of Hong Kong (Gazette, laws, tenders), press 
releases, news archives, and consultation papers. Since 2003, a CLF has been adopted 
for the government websites. It aims at projecting the online brand image of the 
IIKSARG. improving the navigability and usability of government web sites and 
providing a consistent and user-friendly experience to web surfers 
(http://ww\v.info.gov.hk/digital21/e-gov/eng/init/clf.htm). 
As to the ESD Scheme, it is the provision of public services to the community 
electronically, through an information infrastructure with an open and common 
interface (TTBB, 1998). Service provision no longer follows the conventional 
department-centric approach. Services are provided 24 hours a day and seven days a 
week. The ESD Scheme does not replace counter service in the initial stage (ITBB, 
1998). It aims at achieving the objectives of (1) improving the quality and efficiency 
of public service delivery; (2) improving the accessibility and widening the reach of 
public services; (3) reducing the cost of providing public services in the longer term， 
and (4) facilitating the development of e- commerce in Hong Kong (ITBB, 1998). 
Under the ESD Scheme, an ESD Life Portal (www.esd.^ov.hk) was established. It 
is operated under public-private partnership (PPP). PPP is an arrangement where the 
public and private sectors both bring their complementary skills to a project, with 
varying levels of involvement and responsibility (EU, 2005). Under PPR the operator 
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is responsible for developing, operating, and maintaining the infrastructure and 
front-ended service while the govemment is responsible for enhancing backend 
system (Yau, 2002). The private sector operator established the ESD information 
infrastructure with its own investment (ITBB, 1998). The government obtained 
funding approval of about $123 million from the Finance Committee to establish its 
own systems to tie in with the implementation of the ESD project (GIC, 1999). 
In November 1999, the govemment awarded the contract for the supply of the 
ESD system to Timbo Star Investment Limited, which is a joint venture of Hutchsion 
Communications Limited and Compaq Computer Limited with strong technical and 
marketing expertise and financial background (GIC, 1999). Under the contract, Timbo 
Star used the system to provide ESD services for the government for five years, and at 
the option of the govemment, the term could be extended for two more years (GIC, 
1999). Besides, it could derive its revenue by charging the government on the basis of 
usage of the ESD system (ITBB, 1998). Under the ESD contract, the govemment 
would pay a monthly subscription fee of $400,000 and a transaction fee of $5.5 per 
chargeable transaction to ESDSL one year after the threshold of 2.3 million 
chargeable transactions was reached (OGCIO and CITB, 2006, p.10). 
Under the ESD Scheme, there are seven generic types of transactions. They 
include: (1) changing clients' particulars (e.g. address), (2) booking services and 
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appointments, (3) acquiring documents and services, (4) making payments, (5) 
obtaining information, (6) submitting applications and returns, providing feedbacks 
(e.g. complaints, suggestions, etc.), and (7) monitoring processes (e.g. the status of an 
application) (ITBB, 1998). The government set the target for providing e-option for 
90% of public services which are amenable to the electronic mode of delivery by end 
2003 (GIC, 2001). 
In order to ensure the authentication, integrity, confidentiality and 
non-repudiation of transactions under the ESD Scheme, the Government set up its 
own PKI, supported by the Hong Kong Post, as the first Certification Authority (CA) 
in Hong Kong (GIC, 2000). E-certificate is used to authenticate the identity of users 
for some ESD applications (GIC, 2000). Besides, Electronic Transactions Ordinance 
(ETO) was enacted on January 5，2000. It provides not only clear legal framework 
and secure environment for e-commerce, but also makes certain the legal status of 
electronic records and signatures (GIC, 2000). The ESD Scheme was launched on 
December 9, 2000. The full launch of the ESD Scheme was on January 19, 2001. 
When ITBB tried to obtain funding approval from Finance Committee to 
implement the ESD Scheme, it mentioned that it would include the services of ten 
government departments and agencies (ITBB, 1998). But it did not mention the 
criteria used in deciding which government departments/ government services should 
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be included in the ESD Scheme. However, since B/Ds can pursue their own 
e-government initiatives, they can make their own decision whether to join the ESD 
Scheme. It implies that B/Ds voluntarily joined the ESD Scheme to provide 
e-govemment services. At first, ten government departments and agencies which 
joined the ESD Scheme were: 
參 Inland Revenue Department; 
® Immigration Department; 
春 Labor Department; 
鲁 Transport Department; 
� Registration and Electoral Office; 
• Rating and Valuation Department; 
拳 Industry Department; 
# Social Welfare Department; 
� Treasury; and 
鲁 Hong Kong Tourist Association. 
E-government services of these ten government departments and agencies are set 
out in Appendix 3.6. At the contract to supply ESD system signing ceremony, Mr. 
K.C. Kwong, Secretary for Information Technology and Broadcasting paid tribute to 
the ten government departments and public agencies for their vision to take part in the 
6 0 
first phase of the scheme (OGCIO, 1999). He said that they were "the pioneers who 
will set the model for others in the Government and the private sector to follow" 
(OGCIO, 1999). Later, the Scheme covered services from more than 30 government 
departments and public agencies (GIC，2001). The scope continued to expand to 
provide over 140 online services from over 40 department and agencies in early 2003 
(GIC, 2003). As the government documents show, there are no records about the 
individual performance of e-government services. However, there are records about 
the overall performance of e-govemment projects. 
3.5 The Performance of the Hong Kong E-government 
The government regards the development of e-govemment as one of its key 
initiatives in its IT Strategy. Therefore, it pays attention to the performance of 
e-govemment projects. There are local and international measurements for the 
performance of Hong Kong e-govemment. 
3.5.1 Local Measurements 
For the local measurements, regular progress updates on Hong Kong's 
e-government programme is presented at the Legislative Council every six month. 
Analysis of government's e-govemment papers shows that a number of indicators are 
adopted for measuring the performance of e-govemment. They include realizable 
savings and notional benefits, the total number of page views and average monthly 
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page views, the target of providing e-option for 90% of public services, the number of 
hit, the number of the monthly and annual e-govemment transactions, the take-up rate 
of ESD services, and household opinion survey on e-govemment. 
3.5.1.1 The Measurement of E-government Programme: Realizable Savings and 
Notional Benefits 
According to the government, it uses realizable savings and notional benefits as 
indicators for measuring productivity gains and savings brought by e-government. 
While realizable savings may be generated in the form of actual staff reductions or 
savings in operating expenditure, notional benefits may be generated in the form of 
cost avoidance and fractional staff savings (ITBB, 2002, p.3). The government 
estimated that IT projects in 2001-2002 could bring about $600 million in realizable 
savings and about $1400 million in notional benefits a year (CITB, 2003). Appendix 
3.7 presents the breakdown of realizable savings and notional savings. In 2004-2005, 
it anticipated that $949 million and $1,628 million could be generated from realizable 
savings and notional benefits respectively (CITB, 2004). 
3.5.1.2 The Measurement of GIC Portal: the Total Number of Page Views and 
the Average Monthly Page Views 
For the measurement of GIC portal, it uses the total number of page views and 
the average monthly page views. From March 2002 to November 2002, the total 
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number of page views for GIC homepages increased by 47% (CITB, 2003, p.4). And 
from 2002 to 2003, the average monthly page views of all the government websites 
under the GIC portal increased sharply by 80%, from 86.7 million to 155.5 million 
(EGCO, CTB, and CITB, 2004, p.l). According to the Thematic Household Survey 
Reports No. 10 and No. 15 conducted by the Census and Statistics Department, the rate 
of browsing government websites or searching for or downloading government 
information rose from 26% in 2001, 36.3% in 2002, to 43.9% in 2003. 
3.5.1.3 The Measurement of the ESD Scheme: the Target for Providing E-option 
for 90% of Public Services, the Number of Hit, the Number of E-government 
Transactions, and the Take-up Rate of ESD Services 
As to the measurement of the ESD Scheme, there are four indicators. They are 
the target for providing e-option for 90% of public services, the number of hit, the 
number of e-govemment transactions, and the take-up rate of ESD services, 
(a) The Target for Providing E-option for 90% of Public Services 
The government set the target for providing e-option for 90% of public services 
which are amenable to the electronic mode of delivery by end 2003 (GIC, 2001). 
Originally, only 65% of public service was provided with e-option in May 2001. In 
the third quarter of 2001, it rose to 70%. From June 2002 to June 2003, e-option rose 
from 78% to 86%. In late 2003, the target was achieved. More than 1,200 public 
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services are provided with e-option. 
(b) The Number of Hit 
For the number of hit, there are two measures: the number of hit a day and the 
average monthly hit rate. From January to July 2003, the number of hit a day 
increased by 60%, rising from two million to about 3.2 million (CITB, 2003). And the 
average monthly hit rate had been over 125 million up to July 2003 (CITB, 2004, 
P.3). 
(c) The Number of E-government Transactions 
For the number of e-govemment transactions, there are the total number of 
transactions, average annual number of transactions, the average monthly number of 
transactions, and the number of monthly transactions. 
According to the government, over 1.1 million e-govemment transactions had 
been conducted at the end of 2001 (ITBB, 2002, p.3). From 2001 to 2002, the average 
number of transactions increased by over 30% (CITB, 2004, p.5). In 2003, the 
average number of monthly transactions increased by 40% (CITB, 2003, p.2). In July 
2003, the number of monthly transactions reached 190,000 (CITB, 2003, p.2). Up to 
July 2004, the average monthly number of transactions had exceeded 230,000 (CITB, 
2004, p.3). In around mid-2004, the threshold of 2.3 million chargeable transactions 
was reached (OGCIO and CITB, 2006). The government started to pay the ESD 
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operator as stated in the ESD contract (OGCIO and CITB, 2006, p. 10). 
(d) The Take-up Rate of ESD Services 
For the take-up rate of ESD services, the 2003 statistics presented in the fifth 
regular progress report on Hong Kong e-government's programme show that some 
ESD services had high take-up rate while some had very low take-up rate (See 
Appendix 3.8). For example, Leisure Link and appointment booking for giving of 
marriage notice had high take-up rate of over 20%. On the other hand, senior citizen 
card application and application for renewal of vehicle licence had low take rate of 
less than 1%. The government said that although there was room to further improve 
the utilization of ESD services, they considered that the ESD Scheme had met its aim 
of improving the quality and efficiency of delivering public services and improving 
the accessibility of such services (CITB, 2004, p.5). 
3.5.1.4 The Household Opinion Survey on E-government 
In order to better understand what citizens thought of e-govemment performance, 
a household opinion survey was conducted (CITB, 2003). In 2003，a total of 3,151 
Internet users were interviewed face-to-face (CITB, 2003). Among 2178 (69%) 
e-government users, 62% rated e-government services as “very good，. (4%) or “quite 
good” (58%) (CITB, 2003, p.8; Stone, 2003, p. 10). As for public opinion on ESD, 
63% of the surveyed Internet users were aware of ESD, while 23% had accessed the 
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ESD portal (CITB, 2003, p.8). Among the surveyed ESD users, 68% rated the ESD 
portal as ‘‘very good” (3%) or ‘‘quite good" (65%) (CITB, 2003, p.9; Stone, 2003， 
p . n ) . 
3.5,2 International Benchmarking 
Apart from the local measurement, there is also international benchmarking for 
the development of e-govemment among different countries. They include Accenture 
reports, Taylor Nelson Sofres (TNS) reports, and Global E-govemment Survey. Focus, 
methodology, and research findings of these reports are presented in Appendix 3.9. 
3.5.2.1 Accenture Reports: The Measurement of E-government Leadership 
Accenture is a world-renowned management consulting company. Since 1999, it 
has conducted an annual survey on e-govemment leadership. It examines the breadth 
and depth of national govemment services available online (Accenture，2001, p.2). 
Accenture Reports are mostly cited by the Hong Kong govemment for evaluating its 
e-government performance. From 2001 to 2003, Hong Kong was included in the 
reports. In 2001, Hong Kong ranked out of 22 countries in 2001. According to 
Accenture, Hong Kong had low Service Maturity and marginal Delivery Maturity. It 
was regarded as Steady Achiever. In 2002, its ranking rose to It was regarded as 
Visionary Challengers. In 2003, its ranking rose to It was in the stage of Mature 
Delivery. 
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3.5.2.2 Taylor Nelson Sofres; The Study of Government Online (GO) 
TNS is the fourth largest information company in the world. It conducts 
international benchmarking for the development of e-govemment. It conducted 
Government Online Study annually from 2001 to 2003. The study examined the 
uptake of Government Online from a citizen demand perspective (TNS, 2003, p.2). 
According to the TNS reports, Hong Kong ranked 6出，12出，and in 2001, 2002, 
and 2003 respectively. Although it had a lower e-govemment ranking in 2002 and 
2003, it had better performance in terms of Government Online (GO) users and 
perceived safety. For GO users, it sharply rose from 31% in 2001 to 43% in 2003, 
which was above the average for e-government usage (26% in 2001; 30% in 2003). It 
had belonged to Heavy Government Online User Groups for three consecutive years. 
As to perceived safety，it had been one of the countries with the highest level of 
perceived safety for three consecutive years. Its ranking in terms of perceived safety 
was 5th and in 2001，2002, and 2003 respectively. It was one of the countries 
which had the greatest increase in the perception of safety from 32% in 2001 to 40% 
in 2003. In 2001, Hong Kong had high level of e-govemment Information Seeking 
level (27%). In 2002, it also had an increase in information seeking and downloading 
(TNS, 2002, p.14). In 2003, it was one of the countries experiencing parallel increase 
in both usage and safety (TNS, 2003, p. 12). 
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3.5.2.3 Brown University: Global E-government Survey 
Center for Public Policy of Brown University in the U.S. has conducted annual 
global e=govemment survey since 2001. It studies about the features which are 
available online at national government websites in different nations. According to the 
survey, the rating of Hong Kong was 51.3%, 34.5%, 33.7%, and 46.2% in 2002，2003, 
2004, and 2005 respectively. From 2002 to 2005, Hong Kong's rank rose from 
19th, 11 to 4th. In 2005, the e-govemment of Hong Kong was regarded as one of the 
best practices of top government sites. The survey praised that accessibility was the 
strength of the Hong Kong government website. It also praised the website for being 
ease of use and having a privacy and security policies which encouraged the use of 
online services. 
3.5.3 International Awards 
Over the past six years, Hong Kong e-govemment has won some international 
awards. In 2001, the ESD Scheme won the Stockholm Challenge Award in the 
category of Public Services and Democracy 1 (TTBB, 2002, p.8). In December 2003, 
the ESD Scheme was selected as a winner of the Asia Best Practice Award, in terms of 
e-content and creativity (EGCO, CTB, and CTTB, 2004, p.2). 
3.6 Problems about Current Measurements of the Performance of E-government 
Both the local and international measurements show that the performance of 
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Hong Kong e-government is good. Locally, the target of providing e-option for 90% 
of public services is achieved. The total number of page view, hit rate, and the number 
of e-govemment transactions have increased over the past few years. Citizens feel 
good about the e-govemment services and the government thinks that e-govemment 
has brought monetary benefit for it. Internationally, Hong Kong has top e-govemment 
ranking. International awards show that Hong Kong has good reputation and 
international recognition for developing e-government. However, both the local and 
international measurements are not without problems. As a result, they cannot truly 
reflect the performance of Hong Kong e-government in reality. 
3.6,1 Local Measurement: the Problem about Realizable Savings and Notional 
Benefits 
Firstly, there is doubt whether e-govemment projects can help the government 
save money. It is because the amount of realizable savings and notional benefits 
provided by the government is just estimation. How to calculate them is not known. 
Besides, there is no follow-up to see whether money has actually been saved. It may 
not be true that e-govemment projects can save money. Even though realizable 
savings and notional benefits may occur, they may be exaggerated by the government. 
As Appendix 3.7 shows, one of the components of realizable savings is natural 
wastage, voluntary retirement, and others. The government estimates that it can bring 
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$105 million savings. However, this component itself is irrelevant. It is because with 
or without e-govemment projects, natural wastage or voluntary retirement can still 
occur in the civil service. Therefore, figures are exaggerated. 
3.6.2 Local Measurement: the Problem about E-option and the Number of 
Online Public Services 
Secondly, the government may exaggerate the number of services provided 
online. The government said that the target of providing 90% of public services with 
e-option by end 2003 was achieved. More than 1,200 public services are provided 
with e-option. However, it leads to one's suspicion of the way e-option is calculated. 
The percentage of public services with e-option uses the clients of these services as 
the basis for setting the target (ITBB, 2002, p.3). The level of services with e-option 
available is measured by the percentage of the total number of clients using public 
services with e-option available over the total number of clients using public services 
which are amenable to the electronic mode of delivery (ITBB, 2002，p.3). As a result, 
the percentage of public services with e-option is exaggerated. Appendix 3.10 shows 
a simple illustration that although there are only two public services, the percentage of 
public services with e-option is almost 100 %. If the government uses this formula to 
calculate the percentage of public services provided with e-option, it can easily 
achieve the target of providing 90% of public services with e-option. 
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Besides, the government has exaggerated the number of online public services. 
In 2004, the government listed out 50 most popular and frequently used public 
services out of 1,200 (See Appendix 3.11). However, the list shows that access to 
weather information and access to air pollution index are regarded as two popular 
government services. In fact, pollution index can be treated as weather information. 
Therefore, access to air pollution index may be incorporated into access to weather 
information. Another example is that filing telephone nuisance complaints with the 
Police and filing complaints of noise in neighborhood with the Police are regarded as 
two popular public services. However, both of them actually fill in the category of 
filing complaints with the Police. It should be regarded as one public service only. 
If the government tries to break down the public services in such a piecemeal 
way, it can lead to the overestimation of public services provided with e-option. 
Imagine the government treating downloading an e-form from a government 
department as one public service and treating downloading another e-form from 
another department as another public service. Then, downloading 400 forms may 
r 
represent 400 public services. Then, it would not be a surprise for the government to 
claim that it provides more than 1,200 public services with e-option. Actually, among 
these 50 public services, they are limited to few types of services only. For example, 
eight of them fall into the category of application, seven of them belong to searching 
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information online, six of them belong to buying and payment. In fact, the 
government should not blindly exaggerate the number of public services with e-option 
in order to achieve the target regardless of whether the online services provided are 
actually needed and used by citizens. 
3.6.3 Local Measurement: the Problem about Hit Rate 
Fourthly, it is inappropriate to use hit rate for measuring the performance of 
e-govemment. It is because when one downloads a single web page, his/her web 
server log file separately registers all the downloadable file images and hidden 
functions and records each one as a ‘hit，(Hi 11 watch Inc., 2006). Each page one views 
may generate a dozen or even hundreds of hits (Hillwatch Inc., 2006). In fact, 'hits' 
are totally useless reflection of site traffic (Hillwatch Inc., 2006). It does not deliver 
any information that can be tied to actual visitors or the number of page views as 
managers believe (Hillwatch Inc., 2006). Appendix 3.12 presents an overseas case 
study of Web site with six-months of cumulative traffic data taken directly from a 
report generated by the leading provider of web traffic analysis software (Hillwatch 
Inc., 2006). It shows that if managers tie hit rates to actual visitors or the number of 
page views, it can lead to about 18 times and six times exaggeration respectively. 
Therefore, it is meaningless for the HKSAR government to use hit rate as an indicator 
for measuring the performance of e-government. 
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3.6.4 The Disadvantages of Current Local Measurements 
The increase in the number of e-govemment transactions can show that more 
citizens have chosen online channel as an alternative way to do business with the 
government. However, it fails to show whether providing public services online is 
more advantageous than that of traditional channel. The 2003 household opinion 
survey only asked e-government users about their overall impression towards 
e-govemment services (e.g. very good, quite good). It does not show whether 
e-govemment services can generate benefits to citizens in terms of time, money, 
convenience and so on. Therefore, it is insufficient for the government to jump to the 
conclusion that the quality and efficiency of public services has been improved. 
3.6.5 What the International Measurements Cannot Tell 
The international studies of e-govemment also cannot truly reflect the 
performance of Hong Kong e-govemment. For the TNS report, it shows that Hong 
Kong had heavy e-govemment users. It had e-govemment users of more than 30%. 
However, data provided by the Hong Kong government shows that take-up rate varies 
sharply among different e-govemment services. While some e-govemment services 
have high take-up rate over 20%, some have low take-up rate of less than 1%. 
The Accenture reports and Brown University's Global E-govemment survey also 
fail to show whether e-government services have generated any tangible or intangible 
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benefits as expected by the govemment. These studies are variations of the same 
methodology—benchmark governments against each other based on the online 
availability of a pre-determined ‘baskets' of services and information (Proudfoot and 
Langshur, 2006). It may be due to the fact that these studies have to find a 
cost-effective method of analysis (Schedler et al., 2004, p. 132). The nation states with 
the largest 'baskets' are declared e-govemment leaders (Proudfoot and Langshur, 
2006). However, these are just counting and cataloguing exercises (Proudfoot and 
Langshur, 2006). If the ranking is based on the quantity instead of the quality of 
e-govemment services, countries with a high amount of “window dressing” might 
appear on higher ranks than actually deserved (Schedler et al., 2004, p. 132). 
Besides, the results of these studies can vary significantly depending on the 
method used and the weights given to certain aspects of e-govemment (Schedler et al. 
2004, p. 132). Different e-govemment reports conducted in the same year have 
different ranking. For example, in 2003, Hong Kong ranked in the Brown 
University's E-govemment Survey while it ranked in the TNS report. Take TNS 
survey as another example. From 2001 to 2003, the e-govemment ranking of Hong 
Kong dropped from to 1 H o w e v e r , compared with 2001, Hong Kong had a 
dramatic increase in the percentage of population using govemment online services 
by 12% in 2003. Besides, Hong Kong had been one of the countries with the highest 
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level of perceived safety for three consecutive years. Judging from the 2003 data, 
however, it is difficult to explain why it has a lower ranking in 2003. It shows that the 
ranking is too simple to truly reflect the performance of e-government. The 
performance of e-govemment services is poorly understood. 
3.7 Conclusion 
To conclude, this chapter examines the development of Hong Kong 
e-govemment in details. It examines IT policies in the colonial era and the 
development of e-government in the HKSAR. In order to implement e-govemment, 
the HKSAR government formulates IT Strategies, has institutional arrangement, and 
implements the First Phase of the ESD Scheme. Although the local and international 
measurements show that the performance of Hong Kong e-government is good, they 
are not without problems. As a result, they cannot truly reflect the performance of 
e-govemment in Hong Kong. The quality of e-govemment services in Hong Kong is 
poorly understood. Recalling literature review in Chapter Two, the lack of empirical 
studies of e-govemment services and Hong Kong e-govemment are two research gaps. 
In order to fill these research gaps, this study will examine e-govemment services 
under the First Phase of the ESD Scheme in Hong Kong. 




1. The Stockholm Challenge is a well established global networking program for ICT 
entrepreneurs for over ten years (Stockholm Challenge, 2006). It continues to be a 
leader in demonstrating how information technology can improve living conditions 
and increase economic growth in all parts of the world (Stockholm Challenge, 2006). 
One of the main features of the Stockholm Challenge is the ICT prize, the Stockholm 
Challenge Award, which has attracted over 3000 projects over the years (Stockholm 
Challenge, 2006). 
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Chapter 4: Theoretical Framework 
4.1 Introduction 
This chapter introduces the theoretical framework of this study. It is divided into 
three parts. The first and second part talks about research questions and theoretical 
framework respectively. Literature review shows that e-govemment services are 
understudied. Besides, it lacks the studies of the impact of organizational factors, in 
particular, leadership and stakeholders, on the success/failure of e-govemment 
services. 
To fill these research gaps, this study uses the theoretical framework of 
leadership and stakeholders in order to examine how leadership and stakeholders 
affect the success/failure of e-government services. Besides, what constitutes the 
success of e-govemment services is discussed. This study attempts to answer the 
following questions. (1) Why do e-govemment services succeed/fail? (2) How does 
leadership affect the success/failure of e-govemment services? (3) How do 
stakeholders affect the success/failure of e-government services? 
The third part discusses the hypotheses of this study. It also presents a research 
model. 
4.2 Research Questions of This Study 
Information technology is being viewed as a key component in improving the 
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way the public sector provides services to citizen (Seneviratne, 1999, p.45). 
Traditionally, services are delivered by Weberian bureaucracy, which is often 
criticized for its rigidity, proceduralism, inefficiency, and incapability to serve “human 
clients” (Ho, 2002, p.435). Governments are continually implementing an increasing 
variety of performance-enhancing information and communication technologies such 
as microcomputers and mainframes (Moon and Welch, 2005). Recognizing the 
potential of Internet technology to facilitate the conducting of the public's business, 
agencies have turned to e-government to replace or complement traditional public 
service delivery systems (Moon and Welch, 2005, p.243). 
However, literature review shows that e-government services are understudied. 
Recalling literature review in Chapter Two, the survey of journals and books show 
that there are only 5% of journal articles on e-govemment services and 5% of books 
containing chapters on e-govemment services. Among the limited theory-based 
studies (Wang, 2002; Chang et al., 2005; Holden and Fletcher, 2005; Tan et al.. 2005; 
Hung et al., 2006), there is the lack of studies of the impact of organizational factors 
on e-govemment services. 
For a long time, scholarly interest has been focused on the effect of 
organizational factors on the adoption of IT. There are studies of how organizational 
factors (e.g. size, people, external environment) affect the adoption of computing 
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technologies (Bugler and Bretschneider, 1993; Northrop et al., 1994; Norris and 
Kraemer, 1996). The rise of e-govemment has also led to the study of the impact of 
organizational factors on the development of e-govemment websites. However, the 
impact of organizational factors on e-govemment services is understudied. In current 
e-government empirical studies，many organizational factors such as size, type of 
government, and external peer influence have been examined. However, the impact of 
other organizational factors such as leadership and stakeholders are still poorly 
understood. Their impact on the success/failure of e-govemment services lacks 
empirical support. Besides, there is the lack of studies of the quality of e-govemment 
services. Whether e-govemment service can improve service quality is not known. 
To fill these research gaps, this study adopts the theoretical framework of 
leadership and stakeholders for examining their impact on the success/failure of 
e-govemment services. This study attempts to answer the following questions. 
眷 Why do e-govemment services succeed/fail? 
• (2) How does leadership affect the success/failure of e-government services? 
• (3) How do stakeholders affect the success/failure of e-govemment services? 
4.3 The Theoretical Framework of Leadership and Stakeholders 
4.3.1 The Theoretical Framework of Leadership 
The attraction of leadership as a subject of research and the many different 
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conceptions of leadership has created a vast and bewildering literature (Yukl, 2006, 
p. 12). The leadership literature shows that there are many definitions of the term 
leadership. It also shows that there are multiple theories. 
4.3.1.1 The Definition of Leadership 
There is no universal definition of leadership because leadership is complex, and 
because leadership is studied in different ways (Lussier, and Achua 2007, p.5). 
Researchers usually define leadership according to their individual perspectives and 
the aspects of the phenomenon of most interest to them (Yukl, 2006, p.2). According 
to Hughes et al. (1999), leadership is defined in the following different ways: 
• The creative and directive force of morale (Munson, 1921). 
• The process by which an agent induces a subordinates to behave in a 
desired manner (Bennis, 1959). 
• The presence of a particular influence relationship between two or more 
persons (Hollander & Julian, 1969). 
• Directing and coordinating the work of group members (Fiedler, 1967). 
• An interpersonal relation in which others comply because they want to, not 
because they have to (Merton, 1969; Hogan et al., 1994). 
• Transforming followers, creating visions of the goals that may be attained, 
and articulating for the followers the ways to attain those goals (Bass, 1985; 
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Tichy & Devanna, 1986). 
• The process of influencing an organized group toward accomplishing its 
goals (Roach & Behling, 1984). 
• Actions that focus resources to create desirable opportunities (Campbell, 
1991). 
• The leader's job is to create conditions for the team to be effective (Ginnett, 
1996) (P.8). 
The above shows that most definitions of leadership reflect the assumption that it 
involves a process whereby intentional influence is exerted by one person over other 
people to guide, structure, and facilitate activities and relationships in a group or 
organization (Yukl, 2006, p.3). However, they differ in many aspects, including who 
exerts influence, the intended purpose of the influence, the manner in which influence 
is exerted, and the outcome of the influence attempt (Yukl, 2006, p.3). 
4.3,1.2 Leadership versus Management 
There is another way to understand what leadership is by distinguishing between 
leadership and management (Bennis, 1989; Hughes et al., 1999; Bratton et al., 2005). 
To many, the word management is closely associated with words like efficiency, 
planning,paperwork,procedures, regulations, control, and consistency (Hughes et al., 
1999, p. 11). On the other hand, leadership is often more associated with words like 
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risk taking, dynamic, creativity, change, and vision (Hughes et a l , 1999, p.l 1). Bennis 
(1989) distinguishes between leaders and managers in details. As Bennis (1989) 
argues, differences between leaders and managers are enormous and crucial (p.44): 
• Managers administer; leaders innovate. 
參 Managers maintain; leaders develop. 
• Managers control; leaders inspire. 
• Managers have a short-term view; leaders, a long-term view. 
• Managers ask how and when; leaders ask what and why. 
• Managers imitate; leaders originate. 
• Managers accept the status quo; leaders challenge it (Hughes et al., 1999, 
p.U). 
According to Zaleznik (1974, 1983), these differences between leaders and 
managers reflect fundamentally different personality types (Hughes et al., 1996, p. 17). 
The point is not merely that managerial roles emphasize tasks like administration and 
control whereas leadership roles emphasize tasks like innovation and inspiration 
(Hughes et al., 1996, p. 17). In fact, managers and leaders are very different kinds of 
people (Zaleznik, 1981, p.26). They differ in their views of means and ends, their 
sense of identity, and the way they relate to others (Hughes et al., 1996, p. 17). 
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4.3.1.3 Leadership Theories 
Leadership has been studied in different ways, depending on the researcher's 
methodological preferences and definition of leadership (Yukl, 2006, p.20). Multiple 
leadership theories have been developed. They are primarily analytical, directed at 
better understanding leadership processes and the variations among them (Bratton et 
al., 2005, p. 14). They are typically classified according to the types of variables they 
emphasize (Bratton et al., 2005, p. 14). There are four major classifications. They are 
trait, behavioral, contingency, and integrative respectively. 
Leadership trait theories attempt to explain distinctive characteristics accounting 
for leadership effectiveness (Lussier and Achua, 2007, p. 17). Physical and 
psychological traits such as high energy level, appearance, aggressiveness, 
self-reliance, persuasiveness, and dominance are analyzed in order to identify a set of 
traits possessed by successful leaders (Lussier and Achua, 2007). 
As to behavioral leadership theories, they attempt to explain distinctive styles 
used by effective leaders, or to define the nature of their work (Lussier and Achua, 
2007, p.l8). Two generic dimensions of leader behavior, task-oriented and 
people-oriented leadership, are identified. 
Contingency leadership theories attempt to explain the appropriate leadership 
style based on the leader, followers, and situation (Lussier and Achua, 2007, p. 18). It 
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emphasizes the importance of situational factors, including the nature of the work 
performed, the external environment, and the characteristics of followers (Lussier and 
Achua, 2007, p. 18). 
As to integrative leadership theories, they attempt to combine the trait, 
behavioral, and contingency theories to explain successful, influencing 
leader-follower relationships (Lussier and Achua, 2007, p. 19). As Bratton et al. (2005) 
point out, the systematic research on leadership has evolved from a narrow focus on 
the leader's traits and agency to a multidimensional model of leadership, which looks 
at the exercise of leadership as a complex reciprocal process, affected by interactions 
among the leaders, the followers, and the opportunities and constraints afforded by the 
external and internal contexts in which they find themselves (p.24). 
4.3.2 The Theory of Stakeholders 
Stakeholder theory and perspectives evolved from the business ethics field 
(Zhang et al., 2005, p.553). It roots in and pertains to the private-sector organization 
of the firm (Scholl, 2001, p.3). Its research tradition began to unfold in the wake of 
Freeman's seminal book Strategic Management: A Stakeholder Approach (Scholl, 
2001, p.2). A major purpose of the stakeholder theory is to help corporate managers 
understand their stakeholder environments and manage more effectively within the 
nexus of relationships that exist for their companies (Logsdon and Wood, 1999，p.3). 
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It helps managers consider and incorporate the principles and values of a number of 
constituencies, going beyond just stockholders to include individuals, organizations, 
and communities that may be influenced by managerial decisions made within the 
organization (Zhang et al., 2005, p.553). 
For several decades, the stakeholder concept has been used in diverse 
fields—organization theory, management science, and corporate strategy (Evan, 1993). 
As a result, there are many definitions of stakeholders. In Stakeholders: Theory and 
Practice, Friedman and Miles (2006) present a summary of 55 definitions covering 75 
texts arranged in chronological order (See Appendix 4.1). Below are some of the 
definitions of stakeholders: 
• Those groups without whose support the organization would cease to exist 
(Stanford Research Institute, 1963). 
眷 Driven by their own interests and goals are participants in a firm, and thus 
depending on it and for whose sake the firm is depending (Ahlstedt and 
Jahnukainen, 1971). 
拳 Can affect or is affected by the achievements of the organization's 
objectives (Freeman, 1984). 
• All those who have an interest in the firm's survival (Low, 1991). 
參 Can and are making their actual stakes known...or might be influenced by, 
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or are potentially influencers of, some organization whether or not this 
influence is perceived or known (Starik, 1994). 
• Groups and individuals with the power to affect the firm's performance 
and/or a stake in the firm's performance (Jones, 1995). 
• Those groups or individuals with whom the organization interacts or has 
interdependencies and any individual or group who can affect or is affected 
by the actions, decisions, policies, practices, or goals of the organization 
(Gibson, 2000). 
• Parties affected by an organization (Lampe, 2001). 
• The corporation impacts...individuals and collectivities whose interests are 
thereby affected both negatively and positively (Cragg, 2002) (Friedman 
and Miles, 2006, p.5-8). 
Of all the definitions of stakeholders, Freeman's is the most highly adopted. 
Freeman (1984) defines a stakeholder in an organization as ‘any group or individual 
who can affect or is affected by the achievements of the organization's objectives' 
(p.46). As Friedman and Miles (2006) argue, 
“[Freeman's] definition is more balanced and much broader than that of the Stanford Research 
Institute. The symmetrical phrase 'can affect or is affected by’ opens the idea that 'outside" individuals 
or groups may consider themselves to be stakeholders of an organization, without the organization 
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considering them to be stakeholders. A group or individuals may consider themselves to be affected by 
the achievement of organization objectives without 'insiders' in the organization noticing or 
acknowledging these affects. This definition is also broader in that it specifies individuals as well as 
groups. In addition, there are many groups that are affected by the achievement of the organization's 
objectives, but that would not be thought of by anyone as having their support required for the 
organization to continue to exist，’（p.7-8). 
Stakeholder definitions generally indicate the nature of the connection between 
organizations and stakeholders (Friedman and Mile, 2006，p. 10). There is a clear 
relationship between definitions of what are stakeholders and identification of who 
are the stakeholders (Friedman and Mile, 2006，p. 13). The most common way of 
classifying stakeholders is to consider groups of people with a distinguishable 
relationship with corporations (Friedman and Mile, 2006, p. 13). According to 
Friedman and Mile (2006), the most common groups of stakeholders to be considered 
are: shareholders, customers, suppliers and distributors, employees, and local 
communities (p. 13). 
Stakeholder theory has three approaches: normative, descriptive/empirical, and 
instrumental (Donaldson and Preston, 1995). Normative stakeholder theory examines 
how managers (and sometimes stakeholders) should act and should view the purpose 
of the organization, based on some ethical principle (Friedman and Miles, 2006, p.2). 
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Descriptive/empirical stakeholder theory examines how managers and stakeholders 
actually behave and how they view their actions and roles (Friedman and Miles, 2006, 
p.2). Instrumental stakeholder theory examines how managers should act if they are to 
further their own interests or the interests of the organization, usually viewed as 
(long-run) profit maximization or maximization of stakeholder value (Friedman and 
Miles, 2006, p.2). As Scholl (2001) points out, two distinct strands of stakeholder 
research have developed over the past decade and a half: Social Science strand and 
Business Ethics strand (p.2). Business Ethics strand usually adopts normative 
approach. As to Social Science strand, it usually adopts descriptive/empirical and 
instrumental approach. 
4,4 The Success/Failure of E-government Services 
There is the lack of studies about what constitutes the success of e-government 
services. As mentioned before, the traditional channel of service delivery through 
Weberian bureaucracy is often criticized for its rigidity, proceduralism, inefficiency, 
and incapability to serve "human clients'* (Ho, 2002). The main purpose of 
implementing e-govemment services is to improve service quality. If the 
implementation of e-govemment services can improve service quality, it is regarded 
as a success. If it cannot improve service quality, it is regarded as a failure. Therefore, 
the components of service quality can be valid measures. 
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Service quality is an important aspect of the performance of any public sector 
organization (OECD, 1996，p.23). While there are differing strategies, emphasizing 
different components of service quality overall, there is considerable commonality of 
what service quality may encompass (OECD, 1996, p. 10). The focus is generally on 
quality of service delivery (as represented by accessibility, timeliness, accuracy, etc.) 
reflecting the more immediate impact on the client rather than what might be called 
the “inherent quality” of the service (OECD, 1996, p. 10). 
According to OECD (1996), service quality consists of many components. 
• Timeliness: the amount of time customers have to wait for a service to be 
delivered; 
• (2) Amount or volume of service: the frequency of the service delivered; 
• (3) Accessibility and convenience of service: the number of access to the 
service, whether there is ‘‘one-stop shops，，for the service, whether services 
can be accessed for geographically dispersed customers; 
• (4) Availability or continuity of service: the frequency of the service being 
interrupted by breakdowns and the amount of time required to restore the 
service; 
• (5) Accuracy: whether customers receive accurate information for knowing 
how to obtain the service; 
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參 （6) Safety: the risk level of the service; 
• (7) Appropriateness or suitability: whether the service meets the needs of 
the customers or solve whatever problem the service is designed to address; 
whether there is an adequate level of choice or range of services to choose 
from; 
• (8) Pleasantness: whether the customers are dealt with politely; 
• (9) Simplicity: whether the service is easy to use; whether the service can 
be obtained in a flexible manner (p.23-25). 
Although the components of service quality are examples from OECD countries, 
it is a general description of the components of service quality (OECD, 1996, p.25 ). It 
can also be used as a reference in other contexts. As OECD (1996) points out, these 
components are important aspects of service delivery from the viewpoints of 
customers (p.25). It would be useful for examining the success/failure of 
e-govemment services. It will examine whether leadership and stakeholders have an 
impact on improving service quality in terms of these components. 
4.5 Research Hypotheses 
4.5.1 Leadership 
The rapid innovation of new information technologies not only changes the 
manner in which individuals learn and work, but also challenges government agencies 
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to improve operations and service delivery (Shi, 2002, p.633). Explosive growth in 
Internet usage and rapid development of e-commerce in the private sector has put 
growing pressure on the public sector to serve citizens electronically (Ho, 2002, 
p.434). It led to demands for government to provide similar services (Hughes, 2003, 
p. 186). As Osborne and Gaebler (1992) argue, bureaucracies designed earlier in the 
century simply do not function well in the rapidly changing, information-rich, 
knowledge-intensive society and economy (Hughes, 2003, p. 187). The 
implementation of e-government is the government's response to this growing 
demand. 
Implementing a full range of e-govemment services across a country is a 
long-term affair (Suan, 2003, p.366). Changes brought by e-govemment are 
large-scale that takes a long time to complete (Suan, 2003, p.366). It cannot succeed 
without sustainable commitment (Suan, 2003, p.366). Some e-government policy 
papers and articles assert the role of leadership in the successful e-govemment 
implementation. OECD's (2003) Checklist for e-Government Leaders mentions that 
strong leadership can speed the process of e-government implementation, promote 
coordination within and among agencies and help reinforce good governance 
objectives (p.2). Caldow (2001), in her Seven E-Govermnent Leadership Milestones, 
argues that leadership remains at the core of success for the implementation of 
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e-govemment (p.l). Cook et al. (2002), in Making a Case for Local E-Government, 
regard leadership as one of the critical success factors for local e-govemment. They 
argue that leaders can pull the initiative together, establish it as a priority, and steer it 
toward a successful completion (Cook et al., 2002，p. 10). McDaniel (2003) argues 
that e-government success requires agencies and agency leaders to work together 
across traditional boundaries to improve services significantly and to reduce operating 
costs (p.l). 
These studies argue that leadership is important for the successful 
implementation of e-government. However, they do not explicitly mention what kind 
of leadership they call for. Nevertheless, a review of these studies shows that they 
highlight some attributes a leader should possess and some actions a leader should 
take for implementing e-government successfully. 
The study of OECD (2003 ) argues that in order to have successful e-government 
implementation, leaders should ‘facilitate electronic service delivery and structure 
implementation effectively，（p.l), ‘articulate and promote acceptance of vision and 
strategy' (p.l), ‘be helpful in linking e-government to good governance objectives' to 
mobilize support for e-govemment (p.2), have ‘an understanding of IT' (p.4), ‘help 
create conditions that encourage coordination and collaboration, for example by using 
financial and other incentives' (p.4), ‘identify and avoid many external barriers to 
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e-govemment' (p.5), 'ensure that legislative and regulatory frameworks do not act as 
barriers to e-government’（p.7), and ‘ensure a customer focus' when providing 
e-government services (p.5). 
Caldow (2001) argues that leaders should ‘learn to use the Internet to run the 
government' (p.5), ‘facilitate cross-boundary integration' (p.6), and 'create the legal 
framework' (p.25) facilitating the implementation of e-govemment. 
Cook et al. (2002) argue that leaders should have 'a personal appreciation for 
how technology can transform service delivery’ and be ‘able to find ways to get 
people involved，(p. 10). McDaniel (2003) argues that to carry out e-govemment 
initiatives, leaders ‘must collaborate across boundary with their counterparts in other 
departments, organizations, and levels of government' (p. 135). He argues that 
‘leaders must turn their focus outward to the customer, rather than inward to the 
organization' (p. 135), that ‘effective leaders of e-govemment initiatives must be 
enthusiastic and savvy communicators who engage participants through collaboration 
and partnership' (p. 135), and be ‘very skillful at communicating, coordinating, 
collaborating as members of networks across sectors, levels, departments, and 
agencies (p. 139). 
Since these studies are not empirical, they are not able to verify the impact of 
leadership on the success of e-govemment. Recalling literature review in Chapter Two, 
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there is only the empirical study of Shi (2002) which examines the role of leadership 
on the success of e-govemment. The result shows that the success of e-govemment is 
closely correlated to the influence of leadership. 
As Teofilovie (2001) argues, the most problematic attributes of bureaucracy are 
rigidity, hierarchy, rountinization, and risk aversion. These problematic attributes 
continue to impede the development of effective leaders in the public sector 
(Teofilovie, 2001, p.21). Besides, the concern for accountability and irrational fear of 
failure effectively hinders efforts to establish management structures in government 
that are flexible, creative and empowering (Teofilovie, 2001, p.26). They are the 
obstacles to innovation in government (Teofilovie, 2001, p.15). 
Empirical study of leadership is understudied. Particularly, the impact of 
leadership on the success/failure of e-government services, is poorly understood. To 
fill this research gap, the impact of leadership on the success/failure of e-govemment 
services should be empirically tested. 
This study aims at examining how leadership affects the success/failure of 
e-government services. This study will not adopt a specific leadership approach (e.g. 
trait, behavioral, contingency). Instead, for the purpose of this study, the generic 
theoretical framework of leadership will be adopted. The definition of leadership 
made by Lussier's and Achua's will be adopted. Lussier and Achua (2007) define 
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leadership as “the influencing process of leaders and followers to achieve 
organizational objectives through changes" (p.6). Lussier and Achua (2007) point out 
that there are five key elements in the definition: leaders, followers, influencing, 
organizational objectives, and change. As Lussier and Achua (2007) argue, 
".. .in our definition of leadership the influencing process is between leaders and followers, not 
just a leader influencing followers; it's a two-way street...A leader always has the ability to influence 
others...A follower is a person who is being influenced by a leader...Good followers are not "yes 
people" who simply follow the leader without giving input that influences the leader. In short, effective 
leaders influence followers, and their followers influence them... Influencing is the process of a leader 
communicating ideas, gaming acceptance of them’ and motivating followers to support and implement 
the ideas through change... Influencing is also about the relationship between leaders and 
followers...Leaders gain the commitment and enthusiasm of followers who are willing to be 
influenced...Effective leaders influence followers to think not only of their own interests but the 
interest of the organization. Leadership occurs when followers are influenced to do what is ethical and 
beneficial for the organization and themselves...Influencing and setting objectives is about change. 
Organizations need to continually change, in adapting to the rapidly changing global 
environment...Leadership involves influencing followers to bring about change toward a desired future 
for the organization (p.7-8). 
As mentioned in previous paragraphs, some e-government studies highlights 
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some attributes a leader should possess and some actions a leader should take for the 
successful implementation of e-govemment. These attributes and actions are 
summarized as follows: 
Attributes of a Leader: 
參 1. Having an understanding of IT; 
• 2. Having a personal appreciation for how technology can transform service 
delivery; 
• 3. Being enthusiastic. 
Actions Taken by a Leader for Implementing E-govemment Service: 
• 1. Articulating and promoting acceptance of vision and strategy: 
(a) Linking e-govemment service to good governance objectives 
(b) Knowing how to communicate his/her ideas with followers 
• 2. Facilitating electronic service delivery and structuring implementation 
effectively: 
(a) Avoiding external barriers to e-govemment service 
(b) Ensuring a customer focus 
(c) Creating conditions that encourage coordination and collaboration 
Attributes possessed by the leader is difficult to measure. For example, it is 
difficult to measure ‘‘enthusiastic’，because it is very abstract. However, it seems that 
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there is an intertwined relationship between the attributes possessed by the leader and 
the actions taken by the leader for implementing e-govemment services. It means that 
the attributes possessed by the leader can be reflected in the actions taken by the 
leader when implementing e-government service. For example, if a leader has a 
personal appreciation for how technology can transform technology, he/she may link 
e-government service to good governance objectives. If the leader has an 
understanding of IT, he/she may know how to facilitate electronic service delivery and 
structure implementation effectively. If the leader is enthusiastic, he/she may 
articulate and promote acceptance of vision and strategy, and/or facilitate electronic 
service delivery and structure implementation effectively. 
Therefore, the actions taken by the leader when implementing e-government 
service are already useful for examining how leadership affects the success/failure of 
e-government services. If a leader has taken one or more of these actions, it can lead 
to the success of e-government service. 
For the purpose of this study, it will have the following hypotheses: 
Leadership 
HI: If a leader takes the action(s) of articulating and promoting acceptance of 
vision and strategy by (a) linking e-govemment service to good governance 
objectives, and/or (b) knowing how to communicate his/her ideas with followers, 
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it will lead to the success of e-govemment services. It will improve service 
quality in terms of convenience, timeliness, simplicity, and so on. If a leader does 
not take one or more of these action(s), it will lead to the failure of e-govemment 
services. It will not improve service quality in terms of convenience, timeliness, 
simplicity, and so on. 
H2: If a leader takes the action(s) of facilitating electronic service delivery and 
structuring implementation effectively by (a) avoiding external barriers to 
e-govemment service, (b) ensuring a customer focus, and/or (c) creating 
conditions that encourage coordination and collaboration, it will lead to the 
success of e-govemment services. It will improve service quality in terms of 
convenience, timeliness, simplicity, and so on. If a leader does not take one or 
more of these action(s), it will lead to the failure of e-govemment services. It will 
not improve service quality in terms of convenience, timeliness, simplicity, and 
so on. 
4.5.2 Stakeholders 
As mentioned before, the stakeholder theory has its roots in the private sector. It 
also has been used in diverse fields. The importance of stakeholders to Information 
System (IS) implementation in the private sector has gained increasing attention since 
it has become apparent that the successful development of a system is dependant on 
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more organizational elements than technical aspects (Scott et al., 2004). Freeman 
(1984) calls attention to the important role that managing stakeholders play in 
achieving project success (Brown, 2003, p.349). Lyytinen and Hirschheim (1987) 
argue that failure in the implementation of an information system is contingent on the 
ability of the system to meet the expectations and needs of different stakeholders 
(Scott et al., 2004). Lyytinen (1988) argues that the exclusion of IT system users from 
the design of the system will result in user failure (Khalifa et al., 2004). The system 
will suffer from serious defect, performance problems, or lack sufficient functionality 
(Khalifa et al., 2004). 
In fact, stakeholder theory has also found its way into the scholarly discussion of 
the public administration literature and the public sector practice (Scholl, 2001, p.13). 
For example, the study of Perrott (1996) finds that because of increased accountability 
to the demands of stakeholders, Western public sector operating paradigms, when 
having reforms, are changing from an internal orientation where administrative 
concerns take priority in formulating strategic policy, to an external focus where 
emerging issues are managed in terms of their potential impact on stakeholders 
(p.344). As to the study of Tennert and Schroeder (1999), it finds that public sector 
managers lack a proper toolkit for stakeholder identification and management, which 
leads to ‘difficult stakeholder situations' after public-sector decisions have been made 
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(Scholl, 2001，p. 14). 
Recently, the usefulness of stakeholder theory has been further developed to 
determine stakeholder requirements in e-govemment projects (Scott et al., 2004, p.4). 
However, there are only few studies. The study of Papazafeiropoulou et al. (2002) 
uses the stakeholder analysis to examine the adoption of e-commerce systems from 
three different national contexts (p.84): Minitel system in France, NHSnet in UK, and 
VAT Submission System in Greece. It focuses on the role of different stakeholder 
groups taking part in their development, investigating the ways in which their 
interests may influence the systems' adoption and consequently, affect the perception 
of the public sector as a capable change agent for organizational competitiveness 
(Papazafeiropoulou et al., 2002, p.84). Appendix 4.2 shows the key stakeholders in 
the three cases. The research indicates that stakeholder involvement can be critical for 
the adoption of systems by intended users (Papazafeiropoulou et al., 2002, p.82). In 
all cases the identification and involvement of the widest possible group of 
stakeholders has been implicitly and explicitly an important success factor 
(Papazafeiropoulou et al., 2002, p.91). It shows that stakeholder groups who think that 
the e-government projects pose a serious threat to their interests (e.g. source of 
revenue, security concern) would actively seek their involvement in the debate of the 
projects and refuse to support the implementation of the projects unless their 
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requirements are satisfied. Minitel was implemented successfully after resisting 
stakeholders became actively involved in the project and identified ways to align their 
interests with those of the system's proponents (Papazafeiropoiilou et al., 2002, p.90). 
On the other hand, NHSnet and VAT Systems are at the moments of 'expectation 
failures', i.e. failing to satisfy the requirements of their stakeholders 
(Papazafeiropoulou et a l , 2002, p.85), because of excluding some stakeholder groups 
in the initial phase. The study shows that the success of projects depends on the 
appropriate utilization of stakeholder feedback as well as on the accommodation of 
conflicting views and priorities (Papazafeiropoulou et al., 2002, p.93). 
The study of Scott et al. (2004) examines the impact of stakeholders on two 
e-govemment projects in Ireland. One is an e-govemment project directed by a central 
agency while the other one is a localized pilot scheme. Critical stakeholders involved 
in e-govemment are identified and their multiple viewpoints are analyzed (Scott et al., 
2004, p.4). The study shows that the ignorance of stakeholders in favor of adopting a 
technically focused implementation strategy leads to strong resistance from the local 
authorities and endangers the overall success of the central agency e-govemment 
project (Scott et al., 2004). On the other hand, stakeholder involvement in the pilot 
scheme has emerged as essential to implementation success. Many of the suggestions 
related to accountability, communication from management and employment roles 
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made by stakeholders throughout the negotiating process have been included in the 
design of the e-govemment projects (Scott et al., 2004). It has reduced stakeholder 
resistance and ensured usage of the system (Scott et a l , 2004). Besides, inter-agency 
collaboration has enabled departments to provide a more flexible and responsive 
service (Scott et al., 2004). It succeeds in providing a better quality of public service. 
As to the study of Brown (2003), it relates the findings of a survey of 28 
state-level chief information offices (CIOs) regarding the role of stakeholder 
involvement in e-government initiatives in the U.S. (p.345). As the result shows, CIOs 
claimed that e-government success is related to stakeholder involvement (Brown, 
2003, p.357). They claimed that they relied stakeholder on assessing costs and 
benefits, determining functional requirements, understanding policy requirements or 
barriers, isolating training requirements, identifying vendor selection, defining 
standards, steering implementation, and determining scope of e-govemment (Brown, 
2003, p.352). Yet, according to these CIOs, stakeholders for the most part do not 
actually participate in the e-govemment initiative (Brown, 2003, p.357). 
The study of Zhang et al. (2005) presents an exploratory investigation of the 
diverging and converging expectations of various stakeholders at the initiation of 
e-govemment projects with regard to the benefits of and barriers to 
inter-organizational knowledge sharing (p.548). A survey was administrated to 504 
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participants in the seven projects examined (Zhang et al., 2005, p.556). The result 
shows that there are significant differences among stakeholders groups based on the 
types of organizational membership (Zhang et al” 2005, p.548). Local government 
stakeholders are considerably less optimistic in achieving goals, and more concerned 
about a variety of organizational, technological, and financial barriers (Zhang et al., 
2005, p.548). On the other hand, state government and non-profit organization 
stakeholders, in general, have a more positive outlook and perception in terms of the 
likelihood of achieving the benefits and contending with the barriers (Zhang et al., 
2005, p.558). The study indicates that the success of e-govemment knowledge sharing 
initiatives calls for true participation from users representing different stakeholders 
(Zhang et al., 2005, p.562). 
As to the study of the impact of stakeholders on e-govemment services, there has 
only been one empirical study. Tan et al. (2005) examine the impact of stakeholders 
on e-government service. It examines how the stakeholder interest affects e-tax filing 
in Singapore. It identifies five types of stakeholders: Singapore Government, IRAS, 
tax officials, taxpayers, and employers. The study shows that in order to encourage 
acceptance of an e-govemment initiative, a public agency has to actively seek out 
relevant stakeholders and continuously strive for their consensual support for the 
system during its development (Tan et al., 2005, p.44).It has to formulate plans that 
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cater to and further the interests of the stakeholders (Tan et al., 2005, p.45). However, 
the study finds that despite efforts to inject stakeholders' interests into e-filing system, 
there was still some disagreement between IRAS and taxpayers because of the lack of 
transparency in the information management process (Tan et al., 2005, p.44). It shows 
that there are strategic considerations and tactical limitations for IRAS in meeting the 
expectations of every taxpayer (Ten et al., 2005, p.44-45). It suggests that the 
government should adopt proactive attitude towards the identification of all relevant 
collaborators and develop strategies to align stakeholder interest. 
As Flak and Rose (2005) argue, although stakeholder analysis has been used in 
the e-govemment context, stakeholder theory has yet to capture the attention of the 
e-govemment research community (p.643). In particular, the study of the impact of 
stakeholders on the success of e-govemment services is poorly understood. However, 
Brown (2003) argues that stakeholders may yield tremendous influence over the more 
complex forms of e-government and shape the organization's willingness and ability 
to successfully innovate (p.350). They may also have a tremendous impact on 
organizations' absorptive capacity (Brown, 2003, p.350). Therefore, it is imperative to 
study stakeholder engagements in e-govemment projects if public administrators hope 
to mitigate the unacceptably high failure rate and achieve the benefits (Brown, 2003， 
p.357). To fill this research gap, this study uses stakeholder theory to examine its 
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impact on the success/failure of e-govemment services. 
E-government projects have potentially more far-reaching effects than projects 
undertaken in the private sector as they have an impact on citizens, public and private 
sector organizations and, often, on society as a whole (Papazafeiropoulou et al., 2002, 
p.87). They have an impact on a broader range of stakeholders (Papazafeiropoulou et 
al., 2002, p.87). Stakeholders of e-government projects are more complex as they 
involve entities from different organizational units that need to collaborate 
(Papazafeiropoulou et al., 2002. p.87). For example, the potential stakeholders for any 
public entity may include politicians, civil servants, commercial corporations, citizens, 
and perhaps even foreign government organizations (Tan et al., 2005, p.36). 
Since e-govemment services have a broad range of stakeholders, a broader 
definition of stakeholders will be adopted for the purpose of this study. As mentioned 
before, Freeman's definition of stakeholders is more balanced and much broader than 
other definitions of stakeholders. Therefore, this study will adopt Freeman's definition. 
Stakeholders will be defined as ‘any group or individual who can affect or is affected 
by the achievements of the organization's objectives' (Freeman, 1984，p.46 ). 
The studies of the impact of stakeholders on e-govemment projects mentioned in 
previous paragraphs show that there are mixed results of whether stakeholder 
involvement leads to the success/failure of e-government projects. The studies of 
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Papazafeiropoulou et al. (2002) and Scott et al. (2004) show that stakeholder 
involvement is essential to the success of the implementation of e-govemment 
projects. However, the study of Brown (2003) shows that there is the dilemma 
associated with stakeholder involvement (p.345). Although respondents perceive that 
stakeholder participation is critical to the success of e-govemment initiatives (Brown, 
2003, p.354), stakeholders for the most part do not actually participate in the 
e-government initiative (Brown, 2003, p.357). 
Nevertheless, these studies show that the inclusion of a broader range of 
stakeholders is an important success factor for e-government projects. The study of 
Papazafeiropoulou et al. (2002) shows that in all the three cases examined, the 
identification and involvement of the widest possible group of stakeholders has been 
an important success factor (p.91). Although there are diverse stakeholder interests, 
the study finds that the inclusion of broader range of stakeholder can ensure ways to 
align different interests are identified, the acceptance, and eventually successful 
adoption of the e-govemment systems (Papazafeiropoulou et al., 2002, p.89). It shows 
that if the government selectively includes and excludes some of the stakeholders, 
those who are excluded will not feel respected and will become the force of resistance. 
It will lead to the failure of e-govemment projects. 
The study of Tan et al. (2005) also shows that although there are strategic 
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considerations and tactical limitations for IRAS in meeting the expectations of every 
taxpayer (p.44-45), the inclusion of wider range of stakeholders can gain more 
support for and acceptance of the e-govemment service, and reduce negative 
sentiments. Ways to align the interests of various stakeholders can also be identified at 
an earlier stage to ensure the successful implementation of e-govemment service. 
The study of Scott et al. (2004) shows that the participation of a wide variety of 
affected parties is an important success factor. It shows that it is crucial for 
stakeholder involvement in the negotiating process. It shows that many suggestions 
related to accountability, communication from management and employment roles 
made by stakeholders are included in designing the pilot e-government scheme (Scott 
et al” 2004，p.8). As a result, the pilot scheme gains more stakeholder support and 
positive response and become successful. On the other hand, the lack of stakeholder 
involvement is the reason for the failure in the centralized e-govemment scheme. 
Besides, the study of Scott et al. (2004) shows that if the e-govemment project 
satisfies the requirements and protect the interests of stakeholders, stakeholders will 
have incentives to support the implementation of the e-govemment project. If the 
e-govemment project ignores the interests of stakeholders, stakeholders will not have 
incentives to support the implementation of the e-govemment project. The study of 
Papazafeiropoulou et al. (2002) also shows that if stakeholders think that 
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e-govemment projects pose a serious threat to their interests (e.g. source of revenue, 
security concern), they will not have incentives to support the implementation of the 
projects unless the requirements of stakeholder groups are satisfied. 
There is the lack of study of the impact of stakeholders on the success/failure of 
e-government services. This study aims at filling this research gap. Therefore, for the 
purpose of this study, it will have the following hypotheses: 
Stakeholders 
H3: The inclusion of a broad range of stakeholder or stakeholder groups during 
the process of developing e-government services will lead to the success of 
e-government services. It will improve service quality in terms of convenience, 
timeliness, simplicity, and so on. The inclusion of a narrow range of stakeholder 
or stakeholder groups during the process of developing the e-government 
services will lead to the failure of e-government services. It will not improve 
service quality in terms of convenience, timeliness, simplicity, and so on. 
H4: If stakeholders have incentives to support the implementation of 
e-govemment services, it will lead to the success of e-govemment services. It 
will improve service quality in terms of convenience, timeliness, simplicity，and 
so on. However, if they do not have any incentives to support the implementation 
of e-govemment services, it will lead to the failure of e-govemment services. It 
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will not improve service quality in terms of convenience, timeliness, simplicity, 
and so on. 
The research model which hypothesizes leadership and stakeholders having an 
impact on the success/failure of e-government services is shown as follows (Figure 
4.1): 
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Figure 4.1 
Research Model Which Hypothesizes Leadership and Stakeholders Having an 
Impact on the Success/Failure of E-government Services 
Dependent Variable: The 
‘ success/failure of e-govemment 
Independent Variable: Leadership 
services 
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• 1. Timeliness 
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® 4. Availability or continuity of 
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/
' • 5. Accuracy 
• 6. Safety 
參 7. Appropriateness or suitability 
• 2. Facilitating electronic service delivery 
• 8. Pleasantness 
and structuring implementation 
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effectively: 
a). Avoiding external barriers to \ 
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b). Ensuring a customer focus 
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coordination and collaboration of stakeholder or stakeholder 
groups during the process of 
developing the e-government 
service 
• 2. Having incentives to support 




To conclude, this chapter talks about the research questions of this study: (1) 
Why do e-govemment services succeed/fail? (2) How does leadership affect the 
success/failure of e-govemment services? (3) How do stakeholders affect the 
success/failure of e-government services? It introduces the theoretical framework of 
leadership and stakeholders in order to examine their impact on the success/failure of 
e-govemment services. Besides, it discusses what constitutes the success of 
e-govemment services. Also, it discusses the hypotheses of this study and presents a 
research model. 
Next chapter will talk about the research design of this study. 
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Chapter 5: Research Design and Data 
5.1 Introduction 
This chapter talks about the research design and data. It is divided into five 
sections: (1) research methodology, (2) data collection, (3) methodology for studying 
the data, (4) the operationalization of hypotheses, and (5) results of data collection. 
For the research methodology, it will adopt comparative case studies in order to 
examine the research questions. There are two case studies: (1) e-stamping service of 
Inland Revenue Department (IRD) and (2) online application for renewal of vehicle 
licence service of Transport Department (TD) in Hong Kong. 
For data collection, multiple methods will be used. Documentation and archival 
records will be the main focuses of data collection. Direct observation and interviews 
will have less importance in this study. 
As to the methodology for studying the data, content analysis will be adopted. 
For measurement in content analysis, frequency and direction will be emphasized. For 
coding of content analysis, manifest coding will be adopted. Both independent 
variables and dependent variable will be operationalized. Indicators are developed to 
measure them. 
For results of data collection, there are 32 documents，eight press releases, three 
online publications, and 82 newspaper clippings. There are 18 archival records. For 
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direct observation, two were made at Licensing Offices and one at the Stamp Office. 
Besides, direct observation was made by looking at the demonstration on e-stamping 
service. And four persons were interviewed. 
5.2 Research Methodology: Comparative Case Studies 
This study will adopt case study in order to examine why e-govemment services 
succeed/fail using the theoretical framework of leadership and stakeholders. In 
general, case studies are the preferred strategy when “how” or “why” questions are 
being posed, when the investigator has little control over events, and when the focus 
is on a contemporary phenomenon with some real-life context (Yin, 2003, p.l). It is 
useful at the initial or exploration stage of research (Thong et al., 2000, p.253 ). 
As West (2004) argues, e-government is new and is constantly changing. 
Investigators have little control over it. Although e-govemment has existed for several 
years, in many ways it is still in its infancy (Curtin et al., 2003, p.7). The study of it is 
even younger still (Curtin et al., 2003, p.7). Case study, therefore, will be the 
preferred strategy. 
This study will adopt comparative case studies because single case approach 
limits generalizations. The evidence from comparative cases is often considered more 
compelling, and the overall study is therefore regarded as being more robust (Yin, 
2003，p. 46). 
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This study will have two case studies. The unit analysis will be e-government 
service. They are e-stamping service of IRD and online application for renewal of 
vehicle licence service of TD in Hong Kong respectively. 
5.2,1 Reasons for Choosing E-stamping Service and Online Application for 
Renewal of Vehicle Licence Service as Case Studies 
5.2.1.1 The First Reason: Limited Counter Services Being Put Online 
There are two reasons for choosing these e-govemment services as case studies. 
Firstly, only few services originally delivered through counters have become online 
services under the First Phase of the ESD Scheme. Many e-government services are 
appointment booking services, enquiry services, and registration services that are 
traditionally handled by phone. Stamping service and application for renewal of 
vehicle licence service are few counter services that have been put online. 
Stamping service is about payment of tax for property document/an instrument. 
A physical stamp is imprinted on an original instrument to indicate the payment of 
stamp duty. Application for renewal of vehicle licence service is about getting a new 
vehicle licence when the old one is expired. Time limit is imposed on both services. 
Monetary penalty will be imposed on late stamping or late application for renewal of 
vehicle licence. The procedures of traditional stamping service are more complex than 
that of traditional application for renewal of vehicle licence service. 
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(a) Procedures of Traditional Stamping Service 
For traditional stamping service, there are different counter procedures for 
different property documents subject to stamp duty. Tenancy agreement has the 
following five procedures: 
• 1. Customer presents the original instRiment(s) to Document Assessment 
Counter (DAC) of the Stamp Office. 
• 2. Staff of DAC checks the instrument(s) and compute stamp duty. 
參 3. Customer pays stamp duty at Shroff Counter. 
• 4. Stamping Team imprints the physical stamp on the instaiment(s). 
• 5. Stamped Document Collection Counter returns the stamped instrument(s) 
to the customer (See Appendix 5.1). 
As to other property documents (including lease), it has to go through one more 
procedure at the beginning by going to Reception & Other Document Receipt Counter 
first before it goes through the same procedures of tenancy agreement (See Appendix 
5.2). For property transfer documents (e.g. assignment, agreement for sale, and deed 
of gift), it has the following five procedures: 
• 1. Customer completes questionnaires. 
• 2. Customer submits instrument(s), questionnaires and cheque to Assignment 
Receipt Counter of the Stamp Office. 
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• 3. Checking Team checks the instmment(s), questionnaires and cheque; 
issues application receipts and dispatches a copy of the questionnaires to the 
customer. Customer leaves and comes back after six working days. 
• 4. Processing Team processes the cheque, inputs details of instrument(s) into 
the computers, imprints physical stamps on the original instaiment(s). It 
passes the copy of corresponding forms to Questionnaire Team which in turn 
passes the copy to Rating and Valuation Department (RVD) for 
post-stamping valuation review to ascertain the adequacy of the 
consideration. 
• 5. After six working days, Assignment Dispatch Counter dispatches stamped 
instruments to the customer. Customer goes to the Stamp Office in person to 
get back the stamped instrument(s) (See Appendix 5.3). 
(b) Traditional Application for Renewal of Vehicle Licence Service 
Traditional application for renewal of vehicle licence service has the following 
three procedures: 
• 1. Customer fills in an application form. 
拳 2. Customer hands in the application form together with the required 
documents and the appropriate fee in person to the Counter of Vehicle 
Licence Renewal of the Licensing Office. Required documents include 
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original or photocopy of identity document (e.g. HKID card), original or 
photocopy of valid Third Party Risks Insurance Policy or Cover Note, 
original Vehicle Registration Document. 
• 3. Customer gets a new vehicle licence. 
Since this study examines whether the quality of e-govemment services are 
better than that of traditional counter service, stamping service and application for 
renewal of vehicle licence service are the most suitable services for this study, 
(c) Procedures of E-stamping Service 
Since August 2004, IRD has implemented e-stamping service. It has the 
following four procedures: 
• 1. Customer uses passwords (for individuals), e-certificate (for individuals) 
or E-Stamp Account (for company users) for authentication. 
• 2. Customer submits electronic stamping application without presenting 
original instrument (s). 
• 3. Customer pays stamp duty by online (e.g. PPS, VISA Card or Master Card) 
or offline mode (e.g. telephone, Internet, ATM, by post and in person to the 
Post Office or the Stamp Office). 
• 4. Customer prints out electronic Stamp Certificate(s) through personal 
printer after paying stamp duty successfully. 
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(d) P rocedures of Online Application for Renewal of Vehicle Licence Service 
Since January 2001, TD has implemented online application for renewal of 
vehicle licence service. It has the following six procedures: 
• 1. Customer uses e-certificate (Personal or Organizational) or Bank-Cert 
(Corporate) for authentication. 
• 2. Customer fills in all application details as instructed, sign and submit the 
application. Application details include licence validity period, information 
of registered owner, vehicle insurance policy, and so on. 
• 3. Customer scans document images of valid Third Party Risk Insurance 
Certificate or Cover Note, Vehicle Registration Document and other 
supporting documents if applicable. They should be within 200KB and in 
TIFF/JPEG/GIF/BMP format. TD's recommendation would be Black & 
White, 100dpi & in JPEG format. 
• 4. Customer pays application fee for renewing the vehicle licence. He/she 
can enter credit card number or PPS account number and Internet password 
for payment. 
• 5. Customer prints out the hard copy of acknowledgement page generated 
with ESD reference number for future reference after paying the fee 
successfully. 
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• 6. Customer receives a new vehicle licence mailed by TD by registered post 
within 10 working days. 
The above shows that procedures of online application for renewal of vehicle 
licence service are more complicated than that of traditional one at Licensing Office. 
Besides, its procedures are more complex than that of e-stamping service. By contrast, 
the procedures of e-stamping service are less complicated than that of traditional one. 
5.2.1.2 The Second Reason: Having Different Leadership and Stakeholders 
Secondly, these e-govemment services are provided by two different departments. 
They are IRD and TD respectively. These two departments are am by different 
Commissioners. For IRD, Mrs. Alice Lau Mak Yee-ming has been Commissioner of 
Inland Revenue (C of IR) since 2000. She is responsible for implementing e-stamping 
service. As to TD, Mr. Robert Footman was Commissioner for Transport (C for T) 
(1998-2005)，who was responsible for implementing online application for renewal of 
vehicle licence service. They may have different leadership. Besides, since these two 
departments provide different services for customers, they have different stakeholders 
or stakeholder groups. Therefore, it will be useful for testing the explanatory power of 
the theoretical framework of leadership and stakeholders. 
5.3 The Conduction of Comparative Case Studies: Data Collection 
No research on e-stamping service and online application for renewal of vehicle 
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licence service in Hong Kong has been done before. A large amount of data has to be 
collected for providing more comprehensive and convincing research findings. 
Data for case studies can come from many sources of evidence (Yin, 2003, p.83). 
It may come from six sources: documents, archival records, interviews, direct 
observation, participant-observation, and physical artifacts (Yin, 2003, p.83). But no 
single source has a complete advantage over all the others (Yin, 2003, p.85). Since the 
various sources are highly complementary, a good case study will therefore use as 
many sources as possible (Yin, 2003, p.85). As Hakim (1987) argues, the use of 
multiple sources of evidence allows case studies to present more rounded and 
complete accounts of social issues and processes (p.63).Therefore, this study will use 
multiple sources to collect data. 
There are three key elements in the research questions of this study: leadership, 
stakeholders, and e-govemment services. Therefore, the focuses of data collection are 
on these key elements. 
5.3,1 Documentation 
Large amount of data such as documentation and archival records can be 
collected from open channels. For documentation, it can be collected through the 
websites of the Legislative Council (www.legco.gov.hk), IRD (www.ird.gov.hk) and 
TD (www.td.gov.hk), local newspaper clippings, and university libraries. 
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There are many documents about the development of e-govemment, including 
guidelines, letters, policy statements, regulations, discussion papers and progress 
reports. They may contain information about the development and performance of 
e-stamping service and online application for renewal of vehicle licence service. They 
may also contain leaders' and stakeholders' views on these e-govemment services. 
Documents can be obtained through the website of the Legislative Council. 
Documents ranged from 1998 to 2006 will be collected. Documents of the Legislative 
Council are reliable sources because they have clear and detailed records about the 
development of e-govemment services and views from different parties (e.g. members 
of the Legislative Council, government officials, stakeholders, etc). 
Besides, government websites are established for providing public information 
and e-govemment services to citizens. IRD and TD have established department 
websites. They may contain publications and press releases about the development 
and performance of the e-government services examined in this study, leaders' views 
on and their actions to developing these e-government services, stakeholders’ attitudes 
toward these e-government services and so on. Government websites is a reliable 
source because it is one of the important channels for the government departments to 
communicate with and provide the most updated information for citizens. Online 
publications and press releases ranged from 1998 to 2006 will be collected. 
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Also, mass media always report on the news of the government. And government 
officials usually use mass media to communicate with the public. Local newspapers 
may report on the development of e-govemment. They may provide useful 
information and clues about the development of e-stamping service and online 
application for renewal of vehicle licence service. They may contain leaders' views on 
and their actions to developing these e-govemment services. They may also contain 
stakeholders' view on these e-govemment services. 
Local newspaper clippings can be collected from Wise News, an e-news database 
containing newspaper clippings from more than 30 local newspapers. Keys words in 
Chinese characters will be inserted to narrow down the search. They include “Mrs. 
Lau Mak Yee-ming，Commissioner of Inland Revenue”（稅務局局長劉麥露明)， 
"E-stamping service” （電子 £口花 務），"Robert Footman, Commissioner for 
Transport’’（運輸署署長霍文)，“Online application for renewal of vehicle licence 
service”（互聯網續領車牌、網上續領車牌：)，“E-certificate” (電子證書).The search 
date for newspaper clippings will start from January 1, 1998 to December 31, 2006. 
University libraries may also contain documents related to the e-govemment 
services examined in this study. 
5.3.2 Archival Records 
Archival records include service records, organizational records, survey data and 
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so on. They may provide information about the performance of traditional stamping 
service and application for renewal of vehicle licence service, the development and 
performance of e-stamping service and online application for renewal of vehicle 
licence service, leaders，view on IT and these e-govemment services. Archival records 
can be collected through GIC portal, the website of IRD and TD, and university 
libraries. It will collect archival records ranged from 1998 to 2006. 
5,3.3 Direct Observation 
As to direct observation, it can examine how the traditional stamping service and 
application for renewal of vehicle licence service are delivered through counters and 
the reaction of customers. The comparison can be made between the procedures of 
traditional and online stamping service, between the performance of traditional and 
online stamping service, between the procedures of traditional and online application 
for renewal of vehicle licence service, and between the performance of traditional and 
online application for renewal of vehicle licence service. 
Direct observation will be made at the Stamp Office of IRD and Licensing 
Offices of TD. However, direct observation is a time-consuming process. Therefore, 
the number of days for direct observation will not be representative enough. But what 
has been observed can serve as a reference. 
Besides, direct observation will be made by looking at the demonstration on 
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e-stamping service and online application for renewal of vehicle licence service on the 
Internet. Government may provide demonstration on these e-govemment services in 
order to encourage the public to use them. 
5.3.4 Interviews 
In order to verify the data collected from documentation and archival records and 
find additional information to supplement them, it will also conduct interviews. 
Interviews can be conducted with government officials (e.g. C of IR, former C 
for T) and stakeholders who have participated in the development of e-govemment. It 
is because they know the development of e-government services well. For example, C 
of IR and former C for 丁 are responsible for implementing the e-govemment services. 
Having interviews with them can be conducive to knowing their roles in developing 
the e-government services, their attitudes toward these e-government services, their 
interactions with stakeholders and so on. 
Interviews can also be conducted with staff of IRD and TD because they are 
familiar with the operation of the departments such as the provision of counter 
services and the provision of e-govemment services. They may have contact with 
their leaders and stakeholders and know about their views. They may also have their 
own views on the e-govemment services. Having interviews with them can be 
conducive to collecting useful data. 
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Nevertheless, conducting interviews is a time-consuming and expensive process. 
Besides, there is the possibility that only few people are willing to have interviews. 
Civil servants have guidelines to follow and may not accept an interview easily. It is 
also difficult to interview all the stakeholders of both IRD and TD. Therefore, the 
problem of having a representative interview sample will occur. Since there is 
weakness in interviews, it will be less important and supplementary to this study. 
To summarize, this study will use different research methods. While 
documentation and archival records will be the main focuses of data collection, direct 
observation and interviews will have less importance in this study. 
5.4 The Methodology for Studying the Data: Content Analysis 
Content analysis will be adopted for documentation, archival records, and 
interviews. It is a technique for gathering and analyzing the content of the text 
(Neuman, 2003, p.310). With content analysis, a researcher can compare content 
across many texts and analyze it with quantitative techniques (Neuman, 2003，p.311). 
It yields repeatable, precise results about the text (Neiiman, 2003, p.311). 
For the documentation and archival records, there is no random sampling. 
However, only those which are qualified for this study will be content-analyzed based 
on meeting one or more of the following criteria: 
• 1. Those which provide information about traditional stamping service or 
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application for renewal of vehicle licence service, such as its procedures and 
performance. 
• 2. Those which provide information about e-stamping service or online 
application for renewal of vehicle licence service, such as its procedures and 
performance. 
• 3. Those which provide information about C of IR or former C for T，such 
as his/her views on IT，traditional and online stamping service, or traditional 
and online application for renewal of vehicle licence service, actions taken 
by him/her to implement e-stamping service or online application for 
renewal of vehicle licence service. 
眷 4. Those which provide information about stakeholders of IRD or TD, such 
as their views on and their incentives for developing e-stamping service or 
online application for renewal of vehicle licence service, their participation 
in the development of one of these e-government services. 
• 5. Those which provide information about e-certificate, such as its 
advantages and disadvantages. 
As to interviews, transcription will be carried out after every interview for 
content analysis. 
For measurement in content analysis, frequency and direction are emphasized in 
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this study. Frequency simply means counting whether or not something occurs 
(Neuman, 2003, p.312). As to direction, it is noting the direction of messages in the 
content along some continuum (e.g. positive or negative, supporting or opposed) 
(Neuman, 2003,p.312). 
Through content analysis, it will examine whether leaders, stakeholders, and 
interviewees have expressed their opinions about e-govemment services examined in 
this study. It will also examine whether their attitudes are positive or negative, being 
supportive or opposed to e-govemment services. 
For coding of content analysis, manifest coding will be adopted. Manifest coding 
means coding the visible, surface content in a text (Neuman, 2003, p.313). Attention 
will be paid to key phrases, sentences, or statements about leaders', stakeholders' and 
interviewees' attitude about e-govemment services. For example, attention will be 
paid to key phrases or sentences such as "welcome/support/is positive about/is 
negative about/is opposed to e-govemment services’，，e-govemment services being 
“user-friendly, more efficient, cost-effective, convenient" and so on. 
The advantage of manifest coding is that it is highly reliable because the phrase 
or word either is or is not present (Neuman, 2003, p.313). Besides, this study does not 
use a computer program to search for words or phrases. Instead, it is the author 
reading the texts and searching for related phrases and sentences. The connotations of 
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words or phrases are taken into account. As a result, it can increase the measurement 
validity of manifest coding. 
5.5 The Operationalization of Hypotheses 
As mentioned before, leadership, stakeholders, and e-govemment services are 
three key elements in the research questions. Hypotheses of them have been set up in 
Chapter Four of Theoretical Framework. Leadership and stakeholders are independent 
variables. The success/failure of e-govemment services is the dependent variable. 
These variables have to be operationalized. They have to be measured through 
empirical observations. Indicators have to be used in order to measure them. 
5.5.1 Qperationalizing the Concept of Leadership 
This study examines how leadership affects the success/failure of e-govemment 
services. In the preceding chapter, it assumes that leadership can lead to the success of 
e-govemment services. It discusses the actions taken by a leader for the success of 
e-government service. They can be useful indicators for measuring leadership. In 
operationalizing the concept of leadership, it can have the following indicators: 
5.5.1.1 Articulating and Promoting Acceptance of Vision and Strategy 
(1) Linking e-govemment services to good governance objectives: 
• (a) e-govemment service having a positive impact on service quality (e.g. 
user-friendly, more convenient, more efficient, cost-effective, etc); 
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• (b) having a stance in favor of implementing e-govemment services (e.g. 
welcomes/supports/is positive about implementing e-govemment service); 
(2) Knowing how to communicate his/her ideas with others: 
• (a) meeting different parties for the development of e-government services, 
holding press conferences, expressing himself/herself through different 
channels such as reports, website, letter and so on; 
• (b) promoting e-govemment service through different channels: e.g. reports, 
mass media, website, letter and so on; 
5.5.1.2 Facilitating the Development of E-government Service and Structuring 
Implementation Effectively 
(1) Avoiding External Barriers to E-govemment Services: 
眷 （a) avoiding technical barrier: e.g. adopting suitable IT systems/computer 
hardware and software; adopting new or advanced IT system; 
• (b) avoiding legislative barrier: changing laws; implementing new laws; 
(2) Ensuring a Customer Focus: 
• whether the design of e-government service can meet customers' needs or 
bring any benefits (e.g. easy to use, saving time, money, etc.)； 
(3) Creating conditions that encourage coordination and collaboration: 
• e.g. either monetary or non-monetary incentive, or both of them. 
1 2 9 
5.5.2 Qperationalizing the Concent of Stakeholders 
This study also examines how stakeholders affect the success/failure of 
e-government services. Two hypotheses of stakeholders are set up. The assumptions 
are about how the inclusion of a broad range of stakeholder or stakeholder groups and 
the incentives of stakeholders lead to the success of e-govemment services. In 
Qperationalizing the concept of stakeholders, it can have the following indicators: 
• Who the stakeholders or stakeholder groups of e-government services are; 
• Whether they have participated in the process of developing e-govemment 
service: e.g. accept the invitation to participate in it/ take the initiatives to 
participating in it/ refuse to participate in it; 
參 The stance of developing e-government service: e.g. welcomes/supports/is 
positive about /is negative about/is opposed to the implementation of 
e-govemment services; 
• Views on the values of e-govemment service: e.g. user-friendly, more 
convenient, more efficient, cost-effective and so on; 
• Views on using the e-govemment service: e.g. positive or negative; 
參 Having incentives to support the implementation of e-govemment service: 
e.g. giving ideas of the design of e-govemment services, giving feedback 
and so on; 
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• Having no incentives to support the implementation of e-govemment 
service: e.g. giving no ideas of the design of e-govemment services. 
5.5.3 Operationalizing the Concept of Service Quality of E-government Services 
Since the main purpose of implementing e-govemment services is improving 
service quality, the components of service quality are valid measures. In 
operationalizing service quality of e-govemment services, it can have the following 
indicators: 
• (l )Timeliness: the amount of time customers have to wait for a service to be 
delivered; it can be measured by the number of days, hours, or minutes; 
• (2) Amount or volume of service: the frequency of the service delivered; 
whether the e-government service can be obtained anytime; 
• (3) Accessibility and convenience of service: the number of access to the 
service, whether there is ‘‘one-stop shops’，for the service, whether services 
can be accessed for geographically dispersed customers; 
• (4) Availability or continuity of service: the frequency of the service being 
interrupted by breakdowns; the amount of time required to restore the 
service; 
• (5) Accuracy: whether customers receive accurate information for knowing 
how to obtain the service; 
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參 （6) Safety: the risk level of the e-govemment service; whether it is safe to 
use the e-government service in terms of privacy and security; whether it 
can have suitable measures to prevent hacker intrusion, information leakage, 
forging identity and so on; 
參 （7) Appropriateness or suitability: whether the service meets the needs of 
customers or solve whatever problem the service is designed to address; 
whether there is an adequate level of choice or range of services to choose 
from; 
• (8) Pleasantness: whether customers are dealt with politely; whether they 
are happy about the service provision; 
• (9) Simplicity: whether the service is easy to use; whether it needs 
additional hardware or software before obtaining the e-govemment service. 
5.6 Results of Data Collection 
5.6.1 Documentation 
5.6.1.1 Documents of the Legislative Council 
The results of data collection show that there are 32 documents collected from 
the website of the Legislative Council. They come from the Panel on Information 
Technology and Broadcasting, the Finance Committee, and the Bills Committee 
respectively. Most of them are related to e-stamping service. Only few are about 
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online application for renewal of vehicle licence service. 
Three of the documents are collected from the Panel on Information Technology 
and Broadcasting. They are discussion papers and progress reports on the 
development of e-government programmes without a special focus on but some 
information about e-stamping service and online application for renewal of vehicle 
licence service. 
Seven documents are collected from the Finance Committee. They are annual 
reports on and discussion papers in the implementation of Government Computer 
Systems. They contain detailed information about the expenditure of each computer 
system, its approval date and scheduled implementation date, and its achievement or 
status. Six of them contain information about online application for renewal of vehicle 
licence service. One of them is about e-stamping service. 
22 documents are collected from the Bills Committee. They are about the 
amendment of two IRD ordinances—Inland Revenue (Amendment) (No.2) Bill 2001 
and Stamp Duty (Amendment) Bill 2002— for facilitating the implementation of 
e-government services of IRD. They contain information about leadership, 
stakeholders and e-stamping service. 
5.6.1.2 Publications and Press Releases from the Websites of IRD and TD 
There are eight pieces of press releases collected from the website of IRD. All of 
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them are about the amendment of IRD ordinances and C of IR，s views on IT. Three 
online publications about e-stamping service are collected from IRD website. 
No press releases related to online application for renewal of vehicle licence 
service or former C for T's views on it can be found on the website of TD. 
5.6.1.3 Newspaper Clippings 
82 newspaper clippings are collected from Wise News database. There are 11 
newspaper clippings related to IRD. Five of them are about C of IR's views on IT and 
e-certificate. Six of them are about e-stamping service. Six newspaper clippings are 
about TD. They are all about online application for renewal of vehicle licence service. 
No newspaper clipping is about former C for T's views on IT or online application for 
renewal of vehicle licence service. 65 newspaper clippings are about e-certificate. 
While 20 of them are about the positive views on e-certificate, 45 of them are about 
the negative views on e-certificate. 
5.6.1.4 University Libraries 
No documents related to e-stamping service and online application for renewal 
of vehicle licence service can be found at universities libraries. 
5.6.2 Archival Records 
18 archival records are collected for this study. They include service records, 
organizational records, and survey data. For service records, six Budget Estimates 
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(2000-2006) contain government statistics of key performance measures about the 
performance of traditional counter stamping service and application for renewal of 
vehicle licence service. For organizational records, they are Annual Reports from both 
IRD and TD. There are six IRD Annual Reports (2000-2001 to 2005 -2006) and five 
TD Annual Reports (2000-2004) respectively. They contain information about 
Commissioner's overview, IT policy, service records and so on. As to survey data, it is 
the report published by Audit Commission. The title is Audit Commission: 
Government s effort to promote e-business in Hong Kong. It contains the survey data 
of e-certificate users. 
5,6.3 Direct Observation 
There are three direction observations. Two direct observations were made at 
Kwun Tong Licensing Office and Hong Kong Licensing Office on June 28, 2006 and 
November 28, 2006 respectively. The former lasted for an hour while the latter lasted 
for 7 hours. Another direct observation was made at the Stamp Office on November 
15，2006. It lasted for about 6 hours. 
Besides, direct observation was made by looking at the demonstration on 
e-stamping service of different property instruments at the ESD website 
fwww.csdlife.com). There was no service demonstration on online application for 
renewal of vehicle licence service on the Internet. 
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5.6.4 Interviews 
Interviews were conducted with four persons. They were Assistant Director of EU, 
Staff of TD at Kwun Tong Licensing Office, a male Conveyance Clerk of a law firm, 
and a female legal assistant at Tong Chan & Co. Solicitors. The Interview schedule is 
shown in Appendix 5.4. 
There are no interviews with C of IR and former C for T. Former C for T retired in 
2005. As to C of IR, a letter for having an interview was sent to her on July 20, 2006. 
However, she was too busy to have an interview. 
No interviews with staff of the Stamp Office were conducted. A letter for having 
an interview was sent to the Stamp Office on July 20, 2006. Miss Fung, staff of the 
Stamp Office, replied on phone that no staff was allowed to have any interviews. She 
could only be able to answer some general questions about traditional stamping 
service such as the peak hour situation at the Stamp Office. 
There were three interviews with Mr. Wai Fung Yuk, Assistant Director of EU. 
The total time for interviews was about 7.3 hours. The content of interview was 
recorded by MPS. Mr. Yuk joined the Government in 1978. Over the past ten years, he 
has been working closely with a number of e-government initiatives, including the 
development of PKI for Hong Kong (Hong Kong Economic Times, 1999) and the 
criminal justice system which joins up related government departments. He was also 
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one of the speakers in e-govemment and e-commerce seminars (Ta Kung Pao, 1999; 
Ta Kung Pao, 2000; Efficiency Unit, 2006). During the interviews, Mr. Yuk was asked 
about his views on the critical success factors for implementing e-govemment 
services, the performances of e-stamping service and online application for renewal of 
vehicle licence service and the reasons for the success/failure of these e-govemment 
services. Since he used to have meetings with former C for T, he talked about online 
application for renewal of vehicle licence service in details. 
There was a four-hour interview with a male staff of TD at Kwim Tong 
Licensing Office. The interviewee has been working for TD for about 30 years. He is 
a Clerical Grade Officer who monitors the application for renewal of vehicle licence 
service at Licensing Office and knows the procedures of renewing vehicle and driving 
licences well. Since the interviewee said that the information he disclosed was 
sensitive and that he would retire, he made the request for not disclosing his name in 
this study. There was no tape-recording for the interview. During the interview, the 
male staff of TD was asked about how traditional and online application for renewal 
of vehicle licence service were operated and their performances. Besides, he was 
asked about his views on this online application service and whether he knew about 
the role of leaders and stakeholders in affecting the success/failure of online 
application for renewal of vehicle licence service. 
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There was a 1.5 hours interview with a male Conveyance Clerk. The interviewee 
was a part-time clerk at law firms for a few years. Now, he is Conveyance Clerk at a 
famous law firm for about 2 years. He is responsible for handling instruments subject 
to stamping. The interviewee made the request for not disclosing his name and the 
law firm he works with. There was no tape-recording for the interview. During the 
interview, the male Conveyance Clerk was asked about how he handled instruments 
subject to stamping through the traditional channel, his views on the traditional 
stamping service and e-stamping service. 
There was an interview with a female legal assistant at Tong Chan & Co. 
Solicitors. The interview lasted for 45 minutes. The interviewee was the user of 
e-stamping. The interview was held at the law firm. There was no tape-recording. 
During the interview, the female legal assistant was asked about how she handled 
instruments subject to stamping through the online channel, her views on traditional 
stamping service and e-stamping service. 
5.7 Conclusion 
To conclude, this chapter talks about the research design and data of this study. It 
talks about research methodology, data collection, the methodology for studying data, 
the operationalization of hypotheses, and results of data collection. 
Next chapter will present the research findings. 
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Chapter 6: Research Findings 
6.1 Introduction 
This chapter presents the research findings of this study. The case studies of 
e-stamping service of IRD and online application for renewal of vehicle licence 
service of TD are examined. E-stamping service is a success. But online application 
for renewal of vehicle licence service is a failure. 
(1) E-Stamping Service 
(i) Leadership of IRD 
Research findings of e-stamping service indicate the support for the hypotheses 
of leadership and stakeholders. For leadership, C of IR, Mrs. Alice Lau, took some 
actions for the success of e-stamping service. They include (1) articulating and 
promoting acceptance of vision and strategy and (2) facilitating electronic service 
delivery and structuring implementation effectively. 
For articulating and promoting acceptance of vision and strategy, Mrs. Lau 
linked e-stamping service to good governance objectives. She said that e-stamping 
service had a positive impact on improving service quality, achieving savings in time 
and manpower of IRD. By linking e-stamping service to good governance objectives, 
she gained the support from stakeholders. 
As to facilitating electronic service delivery and structuring implementation 
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effectively, Mrs. Lau did three actions. Firstly, she avoided external barriers to 
e-stamping services by (i) amending two IRD Ordinances, and (ii) adopting a new 
Property Stamping System (PSS). The amendment of two Ordinances led to the use of 
an easier authentication means for e-stamping service and streamlining the stamping 
process. The new PSS can automate the traditional manual stamping process. 
Secondly, she ensured a customer focus when designing e-stamping service. Thirdly, 
she created conditions that encouraged coordination and collaboration. There was 
cross-boundary collaboration with two govemment departments--Rating and 
Valuation Department (RVD) and the Land Registry. 
(ii) Stakeholders of IRD 
As to stakeholders, there was the inclusion of a broad range of stakeholders 
during the process of developing e-stamping service. There were three types of 
stakeholders. They were the users of stamping service, members of the Legislative 
Council, and some government departments. For users of stamping service, they 
came from the law industry, the real estate industry, and taxation institutes. For 
members of the Legislative Council, they came from the Panel on Financial Affairs 
and the Bills Committee. As to some govemment departments, they included ITSD, 
RVD, and the Land Registry. Stakeholders had incentives to support the 
implementation of e-stamping service. They gave ideas (e.g. user-friendliness and 
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security concern) of developing e-stamping service. 
As a result e-stamping service is a success. It has the following advantages: 
• 1. Timeliness; The overall stamping time shortens from the current six 
working days to immediately. 
• 2. Amount or volume of service: It is a 24-hour-access online service. 
• 3. Accessibility and convenience of service: It is a one-stop online service. 
It is available anywhere with Internet facilities. 
® 4. Safety: It is safe with some security features, including the use of 
passwords for authentication. Stamp Certificate having a unique Stamp 
Certificate Number, a unique Instrument Reference Number (IRN), and a 
“Stamp Certificate Enquire" function at the ESD web site (w^ww.esd.gv.hk) 
for checking the authenticity of Stamp Certificates. 
像 5. Appropriateness or suitability: It reduces the burden of processing bulky 
paper documents, removes the risk of losing or damaging the original 
instruments in the stamping and delivery process, automates the traditional 
manual stamping process, and processes stamping of urgent cases. 
參 6, Simplicity: It is easy to use. 
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(2) Online Application for Renewal of Vehicle Licence Service 
(i) Leadership of TD 
Research findings of online application for renewal of vehicle licence service 
indicate the support for the hypotheses of leadership and stakeholders. For leadership, 
former C for T, Mr. Robert Footman, failed to facilitate online application for renewal 
of vehicle licence service delivery and structure implementation effectively. He did 
not ensure a customer focus when designing this online application service. It is 
reflected into two ways: (i) the adoption of the old information system and (ii) the use 
of more stringent authentication measures— the use of e-certificate and the 
requirement of scanning several documents. 
The VALID III System used for providing online application for renewal of 
vehicle licence service is aging with outdated software and obsolete terminal 
equipment. It cannot issue licences immediately. It cannot fully support seven days a 
week and round the clock licensing transactions as suggested by the ESD Scheme 
(Transport Department, 2001, p.3). Applications received in certain hours of the day 
have to be processed by batch mode (Transport Department, 2001, p.3). It takes 
customers about 10 working days to receive the new vehicle licence. 
For the use of more stringent authentication measures, the use of e-certificate 
was criticized for being expensive to apply for and renew, being time consuming and 
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inconvenient to install, and being difficult and complicated to use. As to the 
requirement of scanning several documents, it was costly, time-consuming, and not 
user-friendly. Because of former C for T，s perception about online transaction being 
insecure, he adopted many security features that were not required by the traditional 
application service, 
(ii ) Stakeholders of TD 
As to stakeholders, there was no public consultation. It has led to two problems. 
Firstly，citizens have little understanding about what this online service is and how to 
use it. Secondly, it fails to meet customers' need. As a result, the design of this online 
application service is not customer-oriented, leading to extremely low take-up rate of 
less than 1%. Besides, there was selective inclusion of a narrow range of stakeholders 
in the development process of online application for renewal of vehicle licence 
service. Stakeholders included had no incentives to support its implementation. It is 
because they thought that their interests were harmed. 
As a result, online application for renewal of vehicle licence service is a failure. 
It has the following disadvantages: 
• 1. Timeliness: It is time-consuming. Through the traditional channel, 
customers can get a new vehicle licence within 40 minutes during non-peak 
hours and within 75 minutes during peak hours. But the online channel 
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takes customers about 10 days to get a new vehicle licence. 
• 2. Amount or volume of the service: It is not a 24-hour access online service. 
Applications received in certain hours of the day have to be processed by 
batch mode (Transport Department, 2001, p.3). 
• 3. Accessibility and convenience of service: E-certificate acts as a blockage 
in obtaining the online application for renewal of vehicle licence service 
because it is too difficult and complicated to use. It is inconvenient for 
customers who are weak at computers. For talents who are good at 
computers, they avoid using this online application service. 
• 4. Safety: It is very safe. But security features being too stringent leads to 
inefficiency and inconvenience. 
• 5. Appropriateness or suitability: It fails to meet customers’ need. Instead, it 
creates problems that do not occur in the traditional channels. They include 
imposing new costs on customers on buying and renewing e-certificate and 
buying hardware and software, being time-consuming, not user-friendly and 
inconvenient. 
• 6. Simplicity: It is very difficult and complicated to use. 
1 4 4 
6.2 Research Findings 
6.2.1 E-stamping Service 
6.2.1.1 Leadership of IRD 
HI: Articulating and Promoting Acceptance of Vision and Strategy 
The research findings of e-stamping service indicate the support for the 
hypothesis of leadership (HI). 
Linking E-govemment Service to Good Governance Objectives 
C of IR, Mrs. Alice Laiu has positive views on IT and the e-government services 
of IRD long before she implemented e-stamping service. It is supported by three 
newspaper clippings, three press releases from the website of IRD, and two 
Commissioner ’s Overviews of the IRD Annual Reports (2001-2002, and 2002-2003). 
When she became C of IR, Mrs, Lau told the press that in the late 1980s，she 
knew nothing about the computer (Ta Kung Pao, 2001). However, she keeps 
equipping herself by learning about new IT for many years in order to keep abreast of 
times (Hong Kong Economic Times, 2001), She told the press that IRD would utilize 
advanced information and communication technologies (ICT) in order to increase 
service quality (Wen Wei Pao, 2001; IRD, 2002). She said that the gainful use of IT 
was a key to enhancing efficiency and cost effectiveness (IRD, 2003，p.8). As she 
wrote in the IRD Annual Report 2001-2002, 
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''Indeed, information technology has an important role to play in modern tax administration. 
Not only can it enhance our efficiency and effectiveness, it can also sen^e to increase our 
tramparejicy and improve the quality of our service to the public：' (IRD, 2002, p.7). 
Mrs. Lau thought that ‘‘[t]he benefits of e-services are obvious" (IRD, 2003, p.7). 
Evidence can be found in the press releases of IRD and in the IRD Annual Reports. 
For the revamped IRD website, she said that it could “facilitate the public in obtaining 
more detailed tax information”，“facilitate easy navigation and infomiation searching", 
“enhance the transparency of the department's work’，，“serve as an important means 
of promoting communication between the department and the public’，，“help to 
enhance not only [the public's] tax knowledge and voluntary compliance, but also 
their understanding of the work of [the] department” (IRD, 2001; IRD, 2002, p.7). As 
to e-tax filing, she said that it was “convenient, fast and accurate" and could "enhance 
the efficiency in lodging tax return, save postal time and money, and provide instant 
transmission of data and acknowledgement of receipt” (IRD, 2001; IRD, 2002). The 
implementation of e-stamping service is the continuing effort of Mrs. Lau to extend 
more e-services to customers. 
When implementing e-stamping service, Mrs. Lau articulated and promoted 
acceptance of vision and strategy by linking e-government service to good 
governance objectives. She articulated the positive impact of e-stamping service on 
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customers and IRD. It is supported by two Commissioner's Overviews of the IRD 
Annual Reports (2002-2003 and 2003-2004), and a document of the Legislative 
Council. 
As she wrote in the Commissioner's Overviews, the active preparation of 
e-stamping system was expected to improve the efficiency of IRD services to the 
public further, achieve savings in time and manpower required for the processing of 
documents and increase the operational efficiency of IRD (IRD, 2003, p.8; IRD, 2004, 
p.4). When she was briefing the members of the Panel on Financial Affairs on the new 
e-stamping system, she said that e-stamping service had the objectives of providing 
convenience to users and streamlining the existing stamping services so that it could 
generate cost and time savings for both the users and IRD (Legislative Council 
Secretariat, 2002, p.8). She said that it was one of the improved services to the 
community and should be put in place as soon as possible (Legislative Council 
Secretariat, 2002, p.7). 
By linking e-stamping service to good governance objectives, Mrs. Lau gained 
support from stakeholders. E-stamping service was implemented successfully in 
August 2004. It is more efficient, more convenient with an easier authentication. 
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H2: Facilitating Electronic Service Delivery and Structuring Implementation 
Effectively 
The research findings of e-stamping service indicate the support for the 
hypothesis of leadership (H2). 
Mrs. Lau facilitated e-stamping service delivery and structured its 
implementation effectively in three ways: (1) avoiding external barriers to 
e-govemment service, (2) ensuring a customer focus, and (3) creating conditions that 
encourage coordination and collaboration. It is supported by eight documents of the 
Legislative Council, eight newspaper clippings, two IRD Annual Reports (2001-2002 
and 2004'"2005), six Budget Estimates (2000-2006), a IRD press release, a IRD online 
publication about e-stamping service, the phone reply by the staff of the Stamp Office, 
interview with the female legal assistant, the male Conveyance Clerk of a law firm, 
and Mr. Yuk, Assistant Director of EU. 
(1) Avoiding External Barriers to E-government Service 
Mrs. Lau recognized that legislative frameworks and technology level were 
barriers to the implementation of e-stamping service. She avoided external barriers to 
e-government services in two ways: (i) amending two IRD Ordinances, and (ii) 
adopting a new property stamping system. 
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(i) The Amendment of Inland Revenue (Amendment) (No.2) Bill 2001 
In order to facilitate the effective implementation of e-stamping service, Mrs. 
Lau amended two IRD Ordinances— Inland Revenue (Amendment) (No.2) Bill 2001 
(hereafter “the 2001 Bill”）and Stamp Duty (Amendment) Bill 2002 (hereafter “the 
2002 Bill”). 
Originally, the Electronic Transactions Ordinance (ETO) provides the legal 
backing for e-tax filing by using digital signatures as a means of authentication 
(Finance Bureau, 2001, p.2). E-certificate is used for supporting digital signature. 
When she was interviewed by the press, she said that e-certificate had not been in 
general use yet (Hong Kong Economic Journal, 2002). She said that e-certificate was 
a ‘‘blockage’，in using e-govemment services because many computer users had not 
got e-certificate and they may not be willing to buy it (Hong Kong Economic Times, 
2002). When implementing e-government services, she thought that she should pay 
attention to adopting suitable ICT and providing diversified channels for using the 
services (Hong Kong Economic Journal, 2002). 
Mrs. Lau has an understanding of IT. She knows how to adopt suitable IT to 
design e-stamping service that is useful to customers. She wanted to provide an easier 
means of authentication for customers. She evaluated different technologies for 
authentication. She proposed the amendment of the 2001 Bill which allowed the use 
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of passwords as an alternative means for electronic authentication and fulfil lment of 
the signature requirement for e-tax filing under the ESD Scheme (Finance Bureau, 
2001). As she argued as follows: 
“ . . . the Administration remains of the view that password should he introduced for services 
where the level of security offered by it is commensurate with the risk of the services involved. ..the 
Administration will deal with it by specific amendments to relevant legislation, so that the 
implications of the legislative amendment and the security concern of that proposal can be fiilly 
examined by the Legislative Council and the community. We consider tax return filing to be one of the 
specific cases where password can be accepted as sufficiently secure for the purpose... 
. . .we would state that the proposed amendment merely allows the use of password as an 
alteniative meam to satisfy the signature requiremeiU for return filing purpose and IRD will 
contwue to accept the use of digital certificates. There is thus no question of the Bill bypassing the 
ETO or having any adverse impact on the ETO. 
...there is no such thing as a perfect security system or of a system with perfect security. A 
balance would have to be struck between attaming the highest level of security at all costs ami 
affording convenience to the customers at reasonable security level. We believe that we have 
carefully balanced the two sides in the proposed system being offered. For now, the most important 
thing is for the IRD to be given the green light to go ahead so that she can take the steps forward and 
towards realizing the desired goal ” (Lau, 2003, p. 1 -3). 
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In another document of the Legislative Council, Mrs. Lau made similar 
arguments, 
''...there is no such thing as a perfect system or of a system with perfect security. Our proposed 
system does provide the mminmm security required while balancing the convenience to the 
taxpayers...efforts to promote IT must be rightly directed... We must stress again that the proposed 
amendment merely allows the use of password as an alternative means of authentication and to 
satisfy the signature requirement for returning filing purpose. Taxpayers can (letermine themselves 
whether the password option should be used, or whether the digital signature or physical option 
should be adopted. In formulating the proposal, IRD has paid due regard to the successful experience 
in a number of tax jurisdictions where password is widely accepted for filing of tax returns. He believe 
that the provision of more convenient means and options is an incentive to attract taxpayers to use 
the electronic filing service and helps promote e-Govermm’U: (Lau, 2003, p. 1 and 3). 
The 2001 Bill was passed by the Legislative Council and became Inland 
Revenue (Amendment) Ordinance 2003. It also applies to e-stamping service. It 
allows e-stamping users to use passwords as an alternative means for authentication. 
As a result, e-stamping service has an easier means of authentication. It makes 
e-stamping service easier and more convenient to use. 
(ii) The Amendment of Stamp Duty ( Amendment) Bill 2002 
The old Stamp Duty Ordinance required a person to present the original 
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instrument chargeable with stamp duty in person to the Stamp Office and the 
Collector of Stamp Office shall stamp such instrument (Finance Bureau, 2002, p.l). 
Mrs. Lau proposed the amendment of the 2002 Bill for streamlining the stamping 
process. Under the 2002 Bill, it removed the need to handle the original instrument. 
Besides, it issued Stamp Certificate which was attached to the original instrument as 
evidence (Finance Bureau, 2002, p. 2). It replaced the conventional method of 
stamping on the instrument (Finance Bureau, 2002, p.3). Stamp Certificate has the 
same legal status as the conventional stamp on the original instrument (Finance 
Bureau, 2002, p.3). The 2002 Bill was passed by the Legislative Council and became 
Stamp Duty (Amendment) Ordinance 2003. 
As a result, e-stamping has some advantages. Firstly, it can reduce the burden of 
processing bulky paper documents, which is laborious to the duty payers and related 
parties in the concerned business sector as well as to the Stamp Office (Finance 
Bureau, 2002, p.2; Hong Kong Economic Times, 2004; Ta Kung Pao, 2004; Sing Tao 
Daily, 2004; Wen Wei Po，2004; Ming Pao Daily News, 2004). As the male 
Conveyance Clerk of the law firm said, he and his colleagues had to use a handcart to 
transport at least 20 or 30 instruments to the Stamp Office for stamping service every 
time. He said that instruments had varying thickness. Some of them had 30 or 40 
pages. It was a heavy task for them. Secondly, it removes the risk of losing or 
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damaging the original instruments in the stamping and delivery process. If users lose 
their Stamp Certificate, they can reprint it free of charge at the ESD website, 
(iii) Adopting a New Property Stamping System 
In order to facilitate the effective implementation of e-stamping service, Mrs. 
Lau adopted a new electronic Property Stamping System (PSS) developed by IRD 
under its Second Five Year Information System Strategic Plans Projects (1999-2000 to 
2003-2004) (Finance Bureau, 2000; Finance Bureau, 2002). The capital cost of the 
new PSS was about HK$10 million (Legislative Council Secretariat, 2002). 
The traditional stamping process has been in operation for over 20 years 
(Finance Bureau, 2002, p. 2). It is a manual process. It is comparatively costly and 
time consuming (IRD, 2004). According to the statistics of the Six Budget Estimates 
and two IRD Annual Reports, from 1998 to 2005, the Stamp Office had to handle over 
1 million instruments and each post had to handle more than 9,000 stamped 
instruments every year. The average number of callers per day at the Stamp Office 
was more than 1,300 customers (See Appendix 6.1). 
Miss Fung, staff of the Stamp Office, said that peak hours of the Stamp Office 
were before lunch time and in the evening while non-peaks hours were in the morning 
and during the lunch time. She said that customers had to wait for about half an hour 
during non-peak hours and at least an hour during peak hours for stamping their 
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instruments. 
As the male Conveyance Clerk said, the Stamp Office was very crowded. There 
were long queues and long waiting time. During the peak hours, he had to wait at least 
half an hour before his turn arrived. Besides, he sometimes could not get back the 
stamped instruments on time after six working days. He said that staff of the Stamp 
Office could not tell him the status of the instruments he handed in but told him to go 
to the Stamp Office in person to check it if he had time. As the male Conveyance 
Clerk said, timing was very important. It was because some instruments had to be 
registered at the Land Registry within a specific time limit. Besides, it may also affect 
the transactions between the law firm and its clients. 
The new PSS can automate the traditional manual stamping process in order to 
improve efficiency and service to the public (Financial Services and the Treasury 
Bureau, 2002, p.2; Oriental Daily News, 2003). It is a one-stop 24-hour-access online 
service. Users do not need to present the original instrument. They only need to 
submit an electronic application form which provides a correct abstract of the salient 
information of the instrument chargeable with stamp duty (Finance Bureau, 2002). 
Frequent users such as solicitor firms and property agents can apply for an account as 
a Registered User to access the new PSS using a password (Financial Services and the 
Treasury Bureau, 2003). Those who use e-stamping service occasionally can access 
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the new PSS as Non Registered Users by using e-certificate or passwords (Financial 
Services and the Treasury Bureau, 2003). 
For tenancy agreement and leases cases, users can print out Stamp Certificate 
online immediately using personal computers after the stamp duty is received by the 
Stamp Office. For property transfer cases, users no longer need to fill in the traditional 
questionnaires (Finance Bureau, 2002). Their overall stamping time shortens from the 
current six working days to immediately after the stamp duty is received by the Stamp 
Office (Finance Bureau, 2002). All the users can use e-stamping service at any time of 
the day on their own premise (Finance Bureau，2002, p.4-5). It is available anytime 
and anywhere with Internet facilities, even after office hours or on Saturday, Sunday 
or public holidays (IRD, 2006). It can also process stamping of urgent cases. It can 
provide a speedier and more convenient service to the public (Finance Bureau, 2002, 
p. 2). As the female legal assistant being interviewed said, e-stamping service was 
convenient and had helped her do her tasks quickly. 
Mr. Yuk, Assistant Director of EU complimented IRD on making use of IT to 
redesign the stamping service when it implemented e-stamping service. He said that 
IRD was very bright because it used Stamp Certificate to replace physical stamp 
imprinted on the original instrument. Besides, IRD provides a “Stamp Certificate 
Enquire" function at the ESD web site for customers. By inputting some special 
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information of Stamp Certificate such as unique Stamp Certificate Number, customers 
can check the authenticity of Stamp Certificate. He said that IRD was able to use 
technology solutions to address security issues. 
(2) Ensuring a Customer Focus 
Mrs. Lau ensured a customer focus when she designed e-stamping service. The 
provision of an easier authentication, streamlining stamping process, the issuance of 
Stamp Certificate online, and the automation of e-stamping service mentioned in 
previous paragraphs show that e-stamping service is customer-oriented. As a result, 
the take-up rate of e-stamping service was good. It rose from the initial 6% in August 
2004 to 22% in March 2005 (IRD, 2005, p.3). 
(3) Creating Conditions that Encourage Coordination and Collaboration 
Mrs. Lau created conditions which encouraged coordination and collaboration. 
RVD and the Land Registry collaborated with IRD for providing e-stamping service. 
RVD allow the new PSS to connect with the website of RVD so that customers can 
submit tenancy-related forms online to RVD. The Land Registry accepts Stamp 
Certificate for registration. It implies that Mrs. Lau provide common interests for 
these government departments to have cross-boundary collaboration. One possible 
explanation is that collaboration with IRD does not harm the interests of these 
govemment departments in terms of money, power, and responsibility. 
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6.2.1.2 Stakeholders of IRD 
The research findings of e-stamping service indicate the support for the 
hypotheses of stakeholders (H3 and H4). There was the inclusion of a broad range of 
stakeholders during the process of developing e-stamping service. And stakeholders 
had incentives to support the implementation of e-stamping service. They gave ideas 
of developing e-stamping service. It is supported by 20 documents of the Legislative 
Council, five press releases and three online publications about e-stamping service 
from IRD website, a newspaper clipping, and an Annual Report of IRD. 
The stakeholders of IRD affecting the success of e-stamping service can be 
categorized into three types. They are the users of stamping service, members of the 
Legislative Council, and some government departments. 
For the users of stamping service, they can be categorized into three types. They 
came from the law industry, the real estate industry, and taxation institutes 
respectively. For the members of the Legislative Council, they came from the Panel 
on Financial Affairs and the Bills Committee respectively. As to the government 
departments, they included ITSD, RVD and the Land Registry. 
� The Users of Stamping Service 
In 2002, a public consultation on the amendment of the 2002 Bill and the new 
PSS was held by IRD. There were eight organizations responding to the consultation 
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and gave support to the amendment of the 2002 Bill and the new PSS. They came 
from the law industry, the real estate industry, and taxation institutes. They include (1) 
the Law Society of Hong Kong, (2) Estate Agents Authority, (3) Property Agencies 
Association Ltd., (4) Real Estate Developers Association of Hong Kong, (5) Hong 
Kong Chamber of Professional Property Consultants Ltd., (6) Hong Kong Real Estate 
Agencies General Association, (7) Joint Liaison Committee on Taxation, and (8) the 
Taxation Institute of Hong Kong (Financial Services and the Treasury Bureau, 2003; 
Financial Services and the Treasury Bureau, 2003; Legislative Council Secretariat, 
2003; Legislative Council Secretariat, 2003). Except Joint Liaison Committee on 
Taxation, the remaining seven organizations submitted written representations to the 
Bills Committee of the Legislative Council in March 2003. And Hong Kong Real 
Estate Agencies General Association was the only organization which also sent its 
representatives to make representation to the Bills Committee (Legislative Council 
Secretariat, 2003, p.2; Legislative Council Secretariat, 2003, p.2). 
The organizations consulted are the users of stamping service. In particular, 
solicitor firms and property agencies use the stamping service frequently (Legislative 
Council Secretariat, 2003; Legislative Council Secretariat, 2003). They had incentives 
to participate in the consultation. All of them were supportive of the amendment of 
the 2002 Bill and the new PSS (Finance Bureau, 2002; Financial Services and the 
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Treasury Bureau, 2002; Financial Services and the Treasury Bureau, 2003; Financial 
Services and the Treasury Bureau, 2003; Legislative Council Secretariat, 2003). 
The Law Society of Hong Kong said it "welcome[d] the proposals" (Law Society 
of Hong Kong, 2003，p.l). The Taxation Institute of Hong Kong said that it was 
"generally in support of the Government's initiative to introduce an alternative way of 
stamping by electronic means” (Taxation Institute of Hong Kong, 2003, p.l). When 
e-stamping service was implemented, its member wrote a newspaper article to 
promote e-stamping service. The member praised e-stamping service for being 
“speedier and more convenient than the traditional stamping service” and saying that 
e-stamping service was “very safe" (Hong Kong Economic Times, 2004). 
As to the real estate industry, Hong Kong Real Estate Agencies General 
Association thought that the new PSS could “save resources", "provide a speedier 
service，，，and making more users “feel happy" to use stamping service (Hong Kong 
Real Estate Agencies General Association, 2003, p.l). Property Agencies Association 
Ltd. “basically agree[d] to the Bill”. It saw the new PSS have the advantages of 
“convenient, fast, [and] reducing agents" administrative costs". It said that the new 
PSS was “a must for the advanced society” (Property Agencies Association Ltd., 2003, 
p. 1-2). The Real Estate Developers Association of Hong Kong “generally welcome[d] 
and support[ed] Government's initiative to modernize the stamping process” so as to 
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"improve efficiency and provide a speedier and more convenient service to the 
public，, (The Real Estate Developers Association of Hong Kong, 2003, p.l). 
Hong Kong Chamber of Professional Property Consultants Ltd. also supported 
the new PSS. As it wrote as follows: 
"...the amendment of the 2002 Bill provided one more channel for paying stamp duty without 
presenting original instrument. It would he faster and more convenienf than the traditional stamping 
service. Besides, if colleagues are not familiarized with the use of computer, they can still use the 
traditional stamping service...'' (Hong Kong Chamber of Professional Property Consultants Ltd., 2003, 
p.l). 
As to Estate Agents Authority, it also supported PSS. As it wrote as follows: 
“ ...the burden of processing bulky original documefUs will he reduced, resulting in speedier 
ami more convenient service to the public. 
Estate agents are frequefit users of the stawphig service, especially in the processing of tenancy 
agreements. The Inland Revenue Department wrote to the major trade associations in February 2002 
seeking their views and we are given to understand that the associations generally responded 
favorably to the proposed alternafive. 
The proposed a/ternative stawphig system will provide a speedier service without extra cost to 
its users and is therefore worthy of our support. •.” (Estate Agents Authority, 2003, p. 1). 
These organizations consulted made suggestions on the design of the new PSS. 
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Estate Agents Authority said that the new PSS had to be user-friendly and convenient 
so that various stamping procedures could be implemented effectively. Property 
Agencies Association Ltd. suggested that self-computation features should be put in 
the new PSS in order to assist users in the complicated calculation of stamp duty. 
Hong Kong Real Estate Agencies General Association suggested that the new PSS 
should facilitate the submission the form of RVD for post-stamping valuation review 
to ascertain the adequacy of the consideration (Legislative Council Secretariat, 2003). 
The Law Society of Hong Kong pointed out the security concern that they may have 
difficulty in checking the authenticity of Stamp Certificates (Financial Services and 
the Treasury Bureau, 2002). 
For the suggestion of Property Agencies Association Ltd., IRD provides a 
function for e-stamping users to calculate the stamp duty automatically (Financial 
Services and the Treasury Bureau, 2003, p.2; Inland Revenue Department, 2003, p. 11). 
As to the suggestion made by Hong Kong Real Estate Agencies General Association, 
IRD said it would continue to work with RVD on the proposal (Financial Services and 
the Treasury Bureau, 2003, p.l). As a result, the new PSS provides linkage with RVD 
for the provision of one-stop service for filling in RVD forms concurrently (Inland 
Revenue Department, 2005). E-stamping service is more user-friendly and 
convenient. 
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As to the security issues raised by the Law Society of Hong Kong, IRD provides 
a ‘‘Stamp Certificate Enquire" function at the ESD web site (www.esd.^v.hk) for 
customers to check the authenticity of Stamp Certificates (IRD, 2006). This enquiry 
service is free of charge. Traditionally, there is no reference number in conventional 
stamp. Under e-stamping service, every Stamp Certificate has a unique Stamp 
Certificate Number. Besides, it also has a unique Instrument Reference Number (IRN) 
for enquiry or reference (IRD, 2004). Therefore, through these two means, customers 
can check the genuineness of Stamp Certificates (Financial Services and the Treasury 
Bureau, 2003). It is very safe. 
(2) Members of the Legislative Council 
(i) The Panel on Financial Affairs 
The Panel on Financial Affairs monitors and examines Government policies and 
issues of public concern relating to financial and finance matters. It receives briefings 
and formulates views on major legislative or financial proposals (The Panel on 
Financial Affairs, 2007). 
The Panel members were supportive of the amendment of the 2001 Bill. 
Although they thought that the use of passwords for authentication did not provide the 
same level of security as the use of digital certificate, the use of passwords for internet 
filing of tax returns was acceptable given the technology available to ensure data 
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security and the measures put in place by the Administration (Legislative Council 
Secretariat, 2002, p.2). Besides, the proven experience of overseas tax jurisdictions 
(e.g. the U.S., Canada, and Singapore) in the use of passwords for authentication 
showed that it would not give rise to security problems (Legislative Council 
Secretariat, 2002). As a result, the Legislative Council passed the Bill. The amended 
Ordinance also applies to e-stamping service. 
Besides, the Panel members were supportive of the amendment of the 2002 Bill 
and e-stamping service. In July 2002, Mrs. Lau briefed the Panel on the amendment 
of the 2002 Bill and the new PSS. As shown in the extract from minutes of the Panel 
on Financial Affairs meeting, Mr. James Tien, the Panel member, expressed his 
support in principle for the e-stamping method (Legislative Council Secretariat, 2002, 
p.7). Mr. Kam-lam Chan, another Panel member, also supported e-stamping service. 
He thought that by obviating the need to present the original instruments, e-stamping 
service had many benefits (Legislative Council Secretariat, 2002, p.8). 
fii) The Bills Committee on the 2001 Bill and the 2002 Bill 
The Bills Committee was responsible for passing both the 2001 Bill and the 2002 
Bill. It had clause by clause examination of the Bills. The objective of amending the 
2001 Bill was to adopt the use of passwords as an alternative means for electronic 
authentication. As to the amendment of the 2002 Bill, its objective was to facilitate the 
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implementation of e-stamping service. As a general rule, the Bill has to go through 
three readings and a committee stage. After receiving its third readings, the Bill 
becomes law and will be gazetted as an ordinance. The Bills Committee had to pass 
both the Bills so that they became ordinances. Otherwise, IRD could not adopt the use 
of passwords as electronic authentication. It also could not implement e-stamping 
service. The Bills Committee was supportive of both the Bills. It passed the 2001 Bill 
and the 2002 Bill in February 2003 and in June 2003 respectively. Inland Revenue 
(Amendment) Ordinance 2003 became legally effective in March 2003. Stamp Duty 
(Amendment) Ordinance 2003 became legally effective in August 2004. The new 
e-stamping service was implemented on August 2, 2004 (IRD, 2004). It is more 
efficient, more convenient with an easier authentication. 
(3) Government Departments: 
(i) Information Technology and Service Department (ITSD) 
ITSD was supportive of the amendment of the 2001 Bill (Legislative Council 
Secretariat, 2002). It concluded that the use of passwords for e-tax filing would attain 
a high level of security in the transmission of tax data by meeting the “strong 
encryption" requirements and protecting the session key against third party access, 
and that the security level of the system was the same as in the case of digital 
certificate (Legislative Council Secretariat, 2002, p.2; Hong Kong Economic Joumal, 
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2002). As a result, the Legislative Council passed the Bill. The amended Ordinance 
also applies to e-stamping service. As a result, e-stamping service has an easier 
authentication. 
(ii) Rating and Valuation Department (RVD) 
Traditionally, some customers after paying stamp duty have to fill in some RVD 
forms which are for post-stamping valuation review by RVD to ascertain the 
adequacy of the consideration. They can submit the forms either by post or in person. 
Under the new PSS, RVD collaborates with IRD by providing a join-up initiative that 
enables online processing of property stamping application and issuance of property 
Stamp Certificates to the applicants by IRD, while at the same time allowing 
applicants to submit tenancy-related forms online to RVD in one go (OGCIO and 
CITB, 2005, p.8). Users can report rental information to RVD online (Inland Revenue 
Department, 2003, p. 13). As a result, cross-departmental collaboration makes 
e-stamping service more convenient, 
(lii) The Land Registry 
The Land Registry also collaborates with IRD by accepting an instrument 
attached with Stamp Certificate for registration at the Land Registry (Inland Revenue 
Department, 2003, p.23). Traditionally, some stamped property documents have to 
be registered at the Land Registry within one month of their execution in order to 
1 6 5 
preserve priority from the date of the instrument. Since the implementation of 
e-stamping service, the Land Registry has accepted an instrument attached with 
Stamp Certificate for registration. It can encourage customers to use e-stamping 
service. 
Concluding the analysis of e-stamping service, it shows that e-stamping service 
is a success with the following advantages: 
• 1. Timeliness: The overall stamping time shortens from the current six 
working days to immediately. 
© 2. Amount or volume of service: It is a 24-hour-access online service. 
搴 3. Accessibility and convenience of service: It is a one-stop online service. 
It is available anywhere with Internet facilities. 
• 4. Safety: It is safe with some security features, including the use of 
passwords for authentication, Stamp Certificate having a unique Stamp 
Certificate Number, a unique IRN, and a “Stamp Certificate Enquire” 
function at the ESD web site (www.esd.gv.hk) for checking the authenticity 
of Stamp Certificates. 
• 5. Appropriateness or suitability: It reduces the burden of processing bulky 
paper documents, removes the risk of losing or damaging the original 
instruments in the stamping and delivery process, automates the traditional 
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manual stamping process, and processes stamping of urgent cases. 
• 6. Simplicity: It is easy to use. 
6.2.2 Online Application for Renewal of Vehicle Licence Service 
6.2.2.1 Leadership of TD 
H2: Failing to Facilitate Online Application for Renewal of Vehicle Licence 
Service Delivery and Structure Implementation Effectively 
The research findings of online application for renewal of vehicle licence service 
indicate the support for the hypothesis of leadership (H2). 
Former C for T, Mr. Robert Footman, failed to facilitate online application for 
renewal of vehicle licence service delivery and structure implementation effectively. 
He failed to ensure a customer focus when he designed online application for renewal 
of vehicle licence service. It can be reflected into two ways: (i) the adoption of the old 
information system and (ii) the use of more stringent authentication measures. It is 
supported by eight documents of the Legislative Council, 51 newspaper clippings, six 
Budget Estimates, five TD Annual Reports (2000-2004), a survey report conducted by 
Audit Commission, interviews with staff of Licensing Office and with Mr. Yuk, 
Assistant Director of EU, and two direct observations at Licensing Offices. 
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Failing to Ensure a Customer Focus 
(i) The Adoption of the Old Information System— The VALID III System 
Mr. Footman used the VALID III System to provide online application for 
renewal of vehicle licence service. VALID ITT System is the third generation of the 
original system first introduced in 1976, which provides a computer based 
information system for registration and licensing of vehicles and drivers (Transport 
Department, 2001, p.2). The System was last upgraded in 1991 (Transport 
Department, 2001, p.2). It is aging with outdated software and obsolete terminal 
equipment (Transport Department, 2001). It does not support real data exchange 
between various systems such as that of Treasury and Judiciary (Transport 
Department, 2001, p.3). Therefore, it cannot issue licences immediately. Besides, it 
cannot fully support seven days a week and round the clock licensing transactions as 
suggested by the ESD Scheme (Transport Department, 2001, p.3). Applications 
received in certain hours of the day have to be processed by batch mode (Transport 
Department, 2001, p.3). 
As staff of Licensing Office said, customers who used the online application 
service could not receive a new vehicle licence immediately. It was because the 
application was handled manually at back office. Since the VALID III System did not 
support real data exchange between various systems, it required staff of TD to check 
1 6 8 
whether online users were qualified to apply for a new vehicle licence. For example, 
if data from Judiciary showed that there was (i) a Court Order induced by penalty 
ticket(s) imposing on online users, (ii) a valid disqualification by the Court from 
holding or obtaining a driving licence, or (iii) refrain order because of bankruptcy, the 
online users could not apply for a new vehicle licence. 
As Mr. Yuk, Assistant Director of EU said, online application for renewal of 
vehicle licence service did not provide a complete transaction for customers. Although 
this online application service had the Internet interface at the front end, it was in fact 
a mail box collecting all the applications which were handled manually at the back 
end. 
Originally, Mr. Footman publicly announced that a new VALID IV System 
would replace the VALD III System for providing online application for renewal of 
vehicle licence service in end 2004 (I.T. Times, 2003; Hong Kong Commercial Daily, 
2003; Ta Kung Pao, 2003; Wen Wei Po, 2003; Hong Kong Daily News, 2003; Hong 
Kong Economic Journal, 2003). The new System will be a web-based open standard 
computer system enabling shared use among government departments (Transport 
Department, 2001, p.4). It will have an on-line interface with systems of other 
government departments for immediate transfer of information required for real time 
processing of licensing transactions (Transport Department, 2001, p.4). Tt will provide 
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electronic transactions at any time (Transport Department, 2001). 
However, when Mr. Footman retired in 2005, the new System was not 
implemented. As Annual Reports on the Implementation of Government Computer 
Systems show, owing to slow progress of the system development and user 
acceptance test (UAT), the production schedule has been revised for four times. It has 
been revised from December 2004, to March 2005, September 2005, April 2006, and 
June 2007 (CITB, 2005; OGCIO, 2006). All the TD Annual Reports (2000-2004) 
repeatedly said that the VALID IV System would be implemented to improve the 
delivery of vehicle licensing service. But the new System has not been implemented 
yet. 
Therefore, online application for renewal of vehicle licence service is very 
inefficient. Upon successful online application, TD mails the new vehicle licence to 
customers by registered post. It takes customers about 10 working days to receive the 
new vehicle licence. 
(ii ) The Use of More Stringent Authentication Measures 
Besides, Mr. Footman used more stringent authentication measures when 
implementing online application for renewal of vehicle licence service. These 
authentication measures include the use of e-certificate and the requirement of 
scanning several documents. It is time-consuming, costly, not user-friendly, and 
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inconvenient to customers, 
(a) The Use of E-Certificate 
Mr. Footman required customers to use e-certificate for authentication when 
having online application for renewal of vehicle licence service. Before the 
implementation of e-certificate, 20 newspaper clippings showed that e-certificate 
could strengthen the security and reliability levels of and customers" confidence in 
online transactions, thus facilitating the development of e-commerce in Hong Kong. 
However, there have been many criticisms of e-certificate since its 
implementation. In December 2000, Audit Commission conducted a survey on 
e-certificate holders who gave negative comments on e-certificate. 372 out of 2,805 
respondents returned the questionnaires, representing a response rate of about 13% 
(Audit Commission, 2001, p.12). The result showed that 45% of the respondents had 
not used their e-certificate at all because “the procedures were cumbersome and not 
user-friendly" (Audit Commission，2001, p. 12). Besides, 34% of the respondents 
considered that it was not easy to install e-certificate (Audit Commission, 2001, p. 13). 
27% out of 34% of the respondents had spent two to four hours for installing their 
e-certificate in their computers while 7% of the respondents had spent more than five 
hours (Audit Commission, 2001, p. 13). The main difficulties, cited by the respondents, 
in installing e-certificates included “the manual was complicated and instructions 
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were not clear,’，‘‘downloading keys from CA was difficult" and "installation of 
e-certificate involved a lot of steps and was not user-friendly" (Audit Commission, 
2001，P.13). 
As newspaper report says, the use of e-certificate has limited the use of online 
application for renewal of vehicle licence service (Oriental Daily News, 2006). 
Criticisms of e-certificate can be found in many newspaper clippings. It is supported 
by 45 newspaper clippings. These criticisms include: 
• 1. Being expensive to apply for and renew e-certificate and buy the card reader: 
Its application fee is $50 and its renewal fee is $50 every year. Besides, the price 
of the card reader which reads e-certificate ranges from $98 to $398. Customers 
are not willing to pay for them (Hong Kong Economic Times, 2000; I.T. Times, 
2001; Hong Kong Economic Times, 2001; Wen Wei Po，2001; Oriental Daily 
News, 2001; Hong Kong Economic Times, 2001; Hong Kong Economic Journal, 
2002; Hong Kong Economic Journal, 2002; I.T. Times, 2003; Hi-Tech Weekly, 
2003; Hong Kong Economic Times, 2005). 
書 2. Being time consuming and inconvenient to install additional hardware and 
software: It is inconvenient for those who are not familiarized with computer. 
For talents who are good at computers, they will avoid using e-certificate (Hong 
Kong Economic Times, 2000; Hong Kong Economic Times, 2001; Hong Kong 
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Economic Times, 2001; Hong Kong Economic Journal, 2002; Hong Kong 
Economic Journal, 2002; Sing Pao, 2003; Hong Kong Economic Journal, 2003; 
Hong Kong Economic Journal, 2003; Ming Pao, 2005; Oriental Daily News, 
2005; The Sun, 2005). 
• 3. Being difficult and complicated to use (Hong Kong Economic Times, 2000; 
Hong Kong Economic Times, 2001; I.T. Times, 2003; Sing Pao, 2003; I.T. Times, 
2003; Ming Pao, 2003; Apple Daily, 2005; Ta Kung Pao, 2005; Ming Pao, 2005). 
Government official who was responsible for promoting e-certificate also 
admitted that e-certificate had disadvantage. Mr. John Chiin-wah Tsang, Secretary for 
Commerce, Industry and Technology, told the members of the Legislative Council 
that he found e-certificate very complicated to use (Apple Daily, 2005; Apple Daily, 
2005; Next Magazine, 2005; Apple Daily, 2005; Wen Wei Po, 2005; Ming Pao, 2005). 
As Mrs. Betty Fung, Deputy Government Chief Information Officer, said, the general 
public and the businesses would prefer using simpler authentication methods such as 
one-time password or PIN (Oriental Daily News, 2005; I.T. Times, 2005; Ta Kung 
Pao, 2005; Sing Pao,2005; Oriental Daily News, 2005; Ming Pao, 2005; Headline 
Daily, 2005; The Sun, 2005; The Sun, 2006). 
Because of the disadvantages of e-certificates, there were some negative 
comments on it. Mr. Tony Ma, Chief Operating Officer of ESD Services Ltd., said 
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that e-certificate was a "grave prognosis” (Oriental Daily News, 2005). Scholar said 
that e-certificate was an 'Application Killer ,, asking people to "try [their] best not to 
use it if it is avoidable" (Hong Kong Economic Times, 2000). Mr. Charles Peter Mok, 
Chairman of Internet Society Hong Kong Chapter (ISOC HK), said that e-certificate 
was “a mistake from the beginning” (Hong Kong Economic Journal, 2005). He said 
that e-certificate being hard and inconvenient to use has reached a level that was hard 
to imagine (Hong Kong Economic Journal, 2005). He argued that the use of it was not 
necessary. It was like “asking citizens to wear bullet proof vests to go outside' (Hong 
Kong Daily News, 2006). I.T. Times said that e-certificate was “a failure” because 
citizens asked for convenience and they got used to using passwords (I.T. Times, 
2005). 
As staff of Licensing Office said，some customers went back to the Licensing 
Office he worked for in order to apply for a new vehicle licence. They complained 
that they failed to have online application because of e-certificate being too difficult to 
use. They found it difficult and time-consuming to install e-certificates. They thought 
that the use of e-certificate was not necessary. Staff of Licensing Office said that he 
also found e-certificate very difficult and complicated to use. He and his colleagues 
thought that the direction of putting application for renewal of vehicle licence service 
online was correct. However, they thought that as long as e-certificate remained in use, 
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this online application service would not be successful. He said that e-certificate 
would always be a dead knot. 
(b) The Requirement of Scanning Several Documents 
Mr. Footman also required customers to scan several documents when having 
online application for renewal of vehicle licence service. These documents include 
valid Third Party Risk Insurance Certificate or Cover Note, original Vehicle 
Registration Document and other supporting documents if applicable. They have to be 
scanned with formats restricted by TD. It is time consuming, inconvenient and not 
user-friendly to customers. 
As Michael V Stone, E-government Coordinator, argued, the usage of online 
application for renewal of vehicle licence service remained low (ITBB, 2002, p.2 ). He 
said that customers' response to this online service was rather bad because of the use 
of e-certificate and scanning several documents (Apple Daily, 2002). The 
e-govemment progress update report also shows that online application for renewal of 
vehicle licence service was one of the less popular services with extremely low 
take-up rate of less than 1% because of requiring more stringent authentication and/or 
online provision of several documents (CITB, 2004, p.5). 
As CITB pointed out in the e-government progress update report, while it was 
necessary to have appropriate authentication measures commensurate with the 
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assessed risk level, it was also important to make e-govemment services as 
user-friendly as possible (CITB, 2004, p. 10). It said that it needed to stroke a better 
balance between the two (CITB, 2004, p. 10). 
During the interview, Mr. Yuk said that security was commensurate with risk 
level. It was risk level determining which appropriate authentication measures should 
be adopted. He argued that the risk of a third person forging someone's identity to pay 
for a new vehicle licence was low. However, because of former C for T's perception 
about online transaction being insecure, it led to the adoption of many stringent 
security features that were not required by the traditional application for renewal of 
vehicle licnece service. As a result, new costs were imposed on customers. Customers 
had to pay for e-certificate. Besides, they had to be know-how in order to install 
e-certificates and scan the documents. Tt was costly, inconvenient, and not 
user-friendly. 
As Mr. Yuk argued, security and efficiency/ convenience were contradictory. It 
was very important to strike a balance between the two. He said that e-certificate 
stifled online application for renewal of vehicle licence service. Besides, it had 
created channel competition. Customers found traditional channels such as counter 
service or by post more preferable than the online channel. In fact, as government 
statistics of key performance measures shown in six Budget Estimates, the licensing 
176 
service provided by TD counters is good. It shows that TD has completely achieved 
the targets of providing licensing services over the counter within 40 minutes during 
non-peak hours and within 75 minutes during peak hours for consecutive seven years 
(1995-2005) (budget.gov.hk). As direct observations at two Licensing Offices showed, 
counter service was smooth during non-peak hours and peak hours. It only took 
customers about 10 to 20 minutes to get a new vehicle licence during non-peak hours 
and about an hour to get a new one during peak-hours. Since it takes customers about 
10 days to get a new vehicle licence without any benefits through online channel, 
most customers get a new licence through traditional channels. Mr. Yuk said that 
online application service was a failure with a pathetic usage rate of less than 1%. He 
said that as claimed by TD, the number of online application was several tens every 
year. 
Mr. Yuk also argued that the use of e-certificate and scanning several documents 
in fact showed that former C for T blindly put the manual processes of traditional 
application for renewal of vehicle licence service online. It was because e-certificate 
was equal to checking an applicant's identity and scanning documents was equal to 
checking documents in the traditional channels. Mr. Yuk argued that former C for T 
failed to make use of IT to redesign the application for renewal of vehicle licence 
service. It led to failure in the implementation of online application for renewal of 
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vehicle licence service. 
6.2.2.2 Stakeholders of TD 
The research findings of online application for renewal of vehicle licence service 
indicate the support for the hypotheses of stakeholders (H3 and H4). There was 
selective inclusion of a narrow range of stakeholders in the development process of 
online application for renewal of vehicle licence service. Besides, stakeholders had no 
incentives to support its implementation. It is because they thought that their interests 
were harmed. It is supported by the interview with staff of Licensing Office. 
� No Public Consultation 
Before the implementation of online application for renewal of vehicle licence 
service, there was no public consultation. It has led to two problems. First, citizens 
have little understanding about what this online service was and how to use it. Second, 
it fails to meet customers，need. As a result, the design of this online application 
service is not customer-oriented, leading to extremely low take-up rate. 
As staff of Licensing Office said, TD conducted a customer opinion poll on 
online application for renewal of vehicle licence service at Licensing Offices. 
Summer students were hired to ask customers to fill in the questionnaires. However, 
some customers had no idea about what online application for renewal of vehicle 
licence service was. They did not know how to answer the questions and asked 
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summer students about this online application service. But the summer students also 
had no idea about it. At last, staff of Licensing Office had to explain the online service 
for the summer students and the customers. It shows that citizens have little 
understanding about what this online service is and how to use it. 
Without public consultation, no suggestions were given by citizens. The design 
of online application for renewal of vehicle licence service is not customer-oriented. 
The use of e-certificates, scanning several documents and issuing a new vehicle 
licence for about ten days are costly, time-consuming, inconvenient, and not 
user-friendly. Some customers who failed to finish the online application had to go 
back to Licensing Office in person to apply for a new vehicle licence. 
(2) Selective Inclusion of Stakeholders: Stakeholders Included Having No Incentives 
to Support the E-govemment Service 
According to staff of Licensing Office, in order to streamline the procedures of 
applying for a new vehicle licence, TD thought of canceling the practice of checking 
customers' valid Third Party Risk Insurance Certificate. It had a meeting with the 
representatives of insurance companies and the representatives of the Hong Kong 
Police Force in private, 
(i) Representatives of Insurance Companies 
However, representatives of both parties opposed the proposal. According to 
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Motor Vehicles Insurance (Third Party Risks) Ordinance (Cap. 272), users of motor 
vehicles have obligation to be insured against third party risks. Otherwise, they shall 
be guilty of an offence. However, the representatives of insurance companies argued 
that it was the responsibility of TD to make sure that customers had valid Third Party 
Risk Insurance Certificate and therefore the practice should not be cancelled. They 
argued that once the practice was cancelled, it would lead to heavy monetary/business 
losses for insurance companies. They warned that if TD really cancelled the practice, 
they would oppose it at any price. As a result, online application for renewal of 
vehicle licence service could not be streamlined. It is time consuming and 
inconvenient to customers. 
(ii ) Representatives of the Hong Kong Police Force 
As to the representatives of the Hong Kong Police Force, they argued that the 
proposal would pass the responsibility of checking valid Third Party Risk Insurance 
Certificate to the Hong Kong Police Force. It would place a heavier responsibility on 
the Hong Kong Police Force. It would also increase police officers' workload to 
require drivers on a road to produce their certificates in future. Therefore, the 
representatives of the Hong Kong Police Force opposed the proposal. As a result, 
online application for renewal of vehicle licence service could not be streamlined. It is 
time consuming and inconvenient to customers. 
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Concluding the analysis of online application for renewal of vehicle licence 
service, it shows that online application for renewal of vehicle licence is a failure with 
following disadvantages: 
• 1. Timeliness: It is time-consuming. Through the traditional channel, 
customers can get a new vehicle licence within 40 minutes during non-peak 
hours and within 75 minutes during peak hours. But the online channel 
takes customers about 10 days to get a new vehicle licence. 
• 2. Amount or volume of the service: It is not a 24-hour access online service. 
Applications received in certain hours of the day have to be processed by 
batch mode (Transport Department, 2001, p.3). 
• 3. Accessibility and convenience of service: E-certificate acts as a blockage 
in obtaining the online application for renewal of vehicle licence service 
because of being too difficult and complicated to use. It is inconvenient for 
customers who are weak at computers. For talents who are good at 
computers, they avoid using this online application service. 
• 4. Safety: It is very safe. But security features being too stringent leads to 
inefficiency and inconvenience. 
• 5. Appropriateness or suitability: It fails to meet customers' need. Instead, it 
creates problems that do not occur in traditional channels. They include 
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imposing new costs on customers on buying and renewing e-certificate and 
buying hardware and software，being time-consuming, not user-friendly and 
inconvenient. 
• 6. Simplicity: It is very difficult and complicated to use. 
6.3 Conclusion 
To conclude, this chapter presents the research findings of this study. It shows 
that e-stamping service is a success. But online application for renewal of vehicle 
licence service is a failure. 
For e-stamping service, research findings indicate the support for the hypotheses 
of leadership and stakeholders. For leadership, C of TR took some actions for the 
success of e-stamping service. They include (1) articulating and promoting acceptance 
of vision and strategy and (2) facilitating electronic service delivery and structuring 
implementation effectively. For the former, Mrs. Lau linked e-stamping service to 
good governance objectives. For the latter, she did three actions. They include 
avoiding external barriers to e-stamping services, ensuring a customer focus when 
designing e-stamping service, and creating conditions that encouraged coordination 
and collaboration. 
As to stakeholders, a broad range of stakeholders was included during the process 
of developing e-stamping service. These stakeholders had incentives to support the 
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implementation of e-stamping service. They gave ideas (e.g. user-friendliness and 
security concern) of developing e-stamping service. 
As a result, e-stamping service is a success. It has the advantages of (1) 
shortening the overall stamping time, (2) being a one-stop online service available 
anytime and (3 ) anywhere, (4) being safe to use, (5) reducing the burden of processing 
bulky paper documents, (6) removing the risk of losing or damaging the original 
instruments, (7) automating the traditional stamping process, (8) processing stamping 
of urgent cases, and (9) being easy to use. 
As to online application for renewal of vehicle licence service, research findings 
indicate the support for the hypotheses of leadership and stakeholders. For leadership, 
former C for T failed to facilitate online application for renewal of vehicle licence 
service delivery and structure implementation effectively. He did not ensure a 
customer focus when designing this online application service. It is reflected into two 
ways: (i) the adoption of the old information system and (ii) the use of more stringent 
authentication measures— the use of e-certificate and the requirement of scanning 
several documents. 
As to stakeholders, there was no public consultation. It has led to the problems of 
(1) citizens having little understanding about what this online service is and how to 
use it and (2) failing to meet customers' need. As a result, this online application 
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service is not customer-oriented, leading to extremely low take-up rate of less than 
1%. Besides, there was selective inclusion of a narrow range of stakeholders in the 
development process of online application for renewal of vehicle licence service. 
Stakeholders included had no incentives to support its implementation. It is because 
they thought that their interests were harmed. 
As a result, online application for renewal of vehicle licence service is a failure. 
It has the disadvantages of (1) being time consuming, (2) failing to be a 24-hour 
access online service, (3) being inconvenient and expensive to use e-certificate, (4) 
security features being too stringent and inefficient to use, (5) failing to meet 
customers' needs and creating problems that are not occurred in the traditional 
channel, and (6) being very complicated and difficult to use. 
Next chapter will have discussion and implications of this study. 
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Chapter 7: Discussion, Implications and Conclusion 
7.1 Introduction 
This chapter discusses the research findings and implications of this study. The 
empirical result shows that the success and failure of e-govemment services are 
affected by both leadership and stakeholders. While e-stamping service is a success, 
online application for renewal of vehicle licence service is a failure. 
The empirical result verifies the ideas of non-framework-based studies on 
leadership. It shows that a leader who has taken the actions of articulating and 
promoting acceptance of vision and strategy, and/or facilitating electronic service 
delivery and structuring implementation effectively can lead to the success of 
e-govemment service. It implies that in order to make e-govemment service a success, 
governments need to look for leaders who can take the actions of articulating and 
promoting acceptance of vision and strategy, and/or facilitating electronic service 
delivery and structuring implementation effectively. 
Besides, it shows that the co-existence of bureaucracy and leadership depends on 
the characteristics of leader. The case study of e-stamping service shows that it can do 
so while the case of online application for renewal of vehicle licence service cannot. 
The empirical result also verifies that stakeholders have an impact on the success 
and failure of e-govemment services. It is consistent with the findings of stakeholders 
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i n t h e p a s t s t u d i e s . 
The analysis of case studies of e-stamping service and online application for 
renewal of vehicle licence service shows that there is the intertwined relationship 
between leader and stakeholders. For the case study of e-stamping service, it shows 
that the leader and stakeholders made joint efforts on the success of e-stamping 
service. As to the case study of online application for renewal of vehicle licence 
service, it shows that both leadership and stakeholders have an impact on the failure 
of online application for renewal of vehicle licence service. However, judging from 
the research findings, it shows that leadership carries greater weight in the failure of 
online application for renewal of vehicle licence service. 
The author argues that since leadership and stakeholders have an intertwined 
relationship that can lead to the success/failure of e-govemment services, leaders 
should take the initiatives in inviting stakeholders to inject their ideas, promoting the 
awareness of mutual benefits, resolving their differences and reaching a consensus. 
Since the empirical result verifies the theories of leadership and stakeholders 
borrowed from the West, it seems that the debate of local variations between Western 
and Asian countries leading to different e-govemment results does not apply in this 
study. However, since this study only has two case studies in Hong Kong, future study 
can continue to examine whether theories of leadership and stakeholders are universal 
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when they are tested in other contexts. 
Nevertheless, this study has some limitations. Firstly, since there are only two 
case studies, there may be limitations to the generalization of the results to other 
e-govemment services. Future studies can have multiple case studies of different 
e-government services. Secondly, data collection of this study mainly depends on 
documentation and archival records. Future studies may look into other 
methodologies. Thirdly, since the interviews do not have enough samples and there is 
no interview with the leaders, it cannot exclude the possibility that other internal 
organizational factors which cannot be observed may also affect the success/ failure 
of e-government services. Future studies may examine the impact of other internal 
organizational factors (e.g. employees) on the success/ failure of e-govemment 
services. Fourthly, this study has a domestic focus on e-govemment services in Hong 
Kong. Future studies can have comparative work with other countries. It can also 
have a focus on studying other Asian countries in order to examine whether theories 
of leadership and stakeholders are universal. 
7.2 Discussion and Implications 
In the preceding chapter, research findings show that both leadership and 
stakeholders affect the success and failure of e-govemment services. E-stamping 
service is a success. Online application for renewal of vehicle licence service, by 
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contrast, is a failure. 
7.2.1 About Leadership 
The empirical result verifies the impact of leadership on the success and failure 
of e-government services. It verifies the ideas of non-framework-based studies on 
leadership mentioned in Chapter Four of Theoretical Framework. 
Recalling Chapter Four of Theoretical Framework, the study of OECD (2003) 
argues that in order to have successful e-government implementation, leaders should 
'articulate and promote acceptance of vision and strategy' (p.l), ‘be helpful in linking 
e-govemment to good governance objectives' to mobilize support for e-govemment 
(p.2), 'facilitate electronic service delivery and structure implementation effectively’ 
(p.l), 'identify and avoid many external barriers to e-government* (p.5), 'ensure that 
legislative and regulatory frameworks do not act as barriers to e-government' (p.7), 
'ensure a customer focus' when providing e-govemment services (p.5), and ‘help 
create conditions that encourage coordination and collaboration' (p.4). Caldow (2001) 
argues that leaders should ‘learn to use the Internet to run the government' (p.5), 
‘facilitate cross-boundary integration' (p.6), and 'create the legal framework’ (p.25) 
facilitating the implementation of e-govemment. Cook et al. (2002) argue that leaders 
should be ‘able to find ways to get people involved' (p. 10). McDaniel (2003) argues 
that to carry out e-govemment initiatives, ‘leaders must turn their focus outward to the 
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customer, rather than inward to the organization' (p. 135), and ‘must collaborate across 
boundary with their counterparts in other departments, organizations, and levels of 
government' (p. 135). 
The case study of e-stamping service shows that C of IR was capable of 
articulating and promoting acceptance of vision and strategy. She linked e-stamping 
service to good governance objectives. Besides, she was capable of facilitating 
electronic service delivery and structuring implementation effectively in several ways. 
She avoided the technical and legislative barriers in order to implement e-stamping 
service. She ensured a customer focus when designing e-stamping service. She also 
created conditions which encouraged cross-departmental collaboration. Therefore, 
e-stamping service is a success in terms of timeliness, simplicity, convenience, and so 
on. 
By contrast, the case study of online application for renewal of vehicle licence 
service shows that former C for T failed to facilitate electronic service delivery and 
structure implementation effectively. The design of online application for renewal of 
vehicle licence service was not customer-oriented at all. The adoption of the old 
information system “VALID III System” and the use of more stringent authentication 
measures— the use of e-certificate and the requirement of scanning several 
documents— lead to online application for renewal of vehicle licence service being 
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costly, time-consuming, inconvenient, not user-friendly, and so on. Online application 
for renewal of vehicle licence service is a failure. 
The above implies that in order to make e-govemment service a success, 
governments need to look for leaders who can take the actions of articulating and 
promoting acceptance of vision and strategy, and/or facilitating electronic service 
delivery and structuring implementation effectively. 
The empirical result also shows that bureaucracy and leadership have the 
possibility of coexisting together, depending on the attributes of a leader. Chapter 
Four mentions that the problematic attributes of bureaucracy (e.g. rigidity, hierarchy, 
risk aversion) continue to impede the development of effective leaders in the public 
sector (Teofilovie, 2001). However, the case study of e-stamping service shows that C 
of IR was not bound by bureaucracy. She even took the initiatives in removing the 
barriers under bureaucracy. For example, she removed the legislative barriers when 
she implemented e-govemment services. C of IR having cross-departmental 
collaboration with RVD and the Land Registry also shows that she tried to overcome 
rigidity and hierarchy of bureaucracy. On the other hand, the case study of online 
application for renewal of vehicle licence service shows that former C for T was 
bound by bureaucracy. He was not customer-oriented. He was inflexible and not 
creative when implementing the e-govemment service. He blindly put the manual 
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process of traditional counter service online. His fear of e-government services being 
insecure led to the use of security features being too stringent. These two case studies 
show that under the same bureaucracy, leaders had different views and took different 
actions when implementing e-govemment service. It shows that the co-existence of 
bureaucracy and leadership depends on the characteristics of leader. The case study of 
e-stamping service shows that it can do so while the case of online application for 
renewal of vehicle licence service cannot. 
7,2.2 About Stakeholders 
The empirical result also verifies that stakeholders have an impact on the success 
and failure of e-government services. It is consistent with the findings of 
Papazafeiropoulou et al. (2002) that the identification and involvement of the widest 
possible group of stakeholders has been an important success factor (p.91). The 
selective inclusion of stakeholders leads to the failure of e-govemment systems 
(Papazafeiropoulou et al., 2002). Besides, it is consistent with the findings of Tan et al. 
(2005) that a public agency has to actively seek out relevant stakeholders and 
continuously strive for their consensual support for the system during its development 
(P.44). Also, it is consistent with the findings of Scott et al. (2004) that inter-agency 
collaboration enables departments to provide a more flexible and responsive service. 
And it is consistent with the findings of Scott et al. (2004) that the ignorance of 
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stakeholders in favor of adopting a technically focused implementation strategy leads 
to the failure of e-government projects. 
As the case study of e-stamping service shows, there was public consultation on 
the implementation of e-stamping service. There was the inclusion of a broad range of 
stakeholders during the process of developing e-stamping service. There were three 
types of stakeholders, which were the users of stamping service, members of the 
Legislative Council, and some government departments. C of IR did actively consult 
different stakeholders about their views on e-stamping service. And the stakeholders 
gave ideas (e.g. user-friendliness, security concern) of developing e-stamping service. 
As Papazafeiropoulou et al. (2002) argue, the inclusion of broader range of 
stakeholder can ensure ways to align different interests are identified, the acceptance, 
and eventually successful adoption of the e-govemment systems (p.89). Tan et al. 
(2005) also argue that it can encourage acceptance of an e-govemment initiative 
(p.44). Since stakeholders consulted thought that e-stamping service could bring them 
benefits, they had incentives to support its implementation. 
The case study of e-stamping service shows that there is cross-departmental 
collaboration for implementing e-stamping service. RVD and the Land Registry 
collaborate with IRD for implementing e-stamping service. A possible explanation for 
their collaboration with IRD is that their interests are not harmed. As OECD (2003) 
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says, cross-organizational efforts require common interests to develop, implement, 
and sustain (p.138). For RVD, by allowing customers to fill in tenancy forms online, it 
can reduce the time of RVD to process the paper forms. It can improve the customer 
service of RVD. As to the Land Registry, Stamp Certificate is just another way to 
show that an instrument has paid stamp duty and it can be registered at the Land 
Registry. The provision of e-stamping service does not affect the duty of the Land 
Registry. Therefore, both the government departments support the implementation of 
e-stamping service. As a result, e-stamping service was implemented. It is a success in 
terms of timeliness, simplicity, convenience, and so on. 
On the other hand, the case study of online application for renewal of vehicle 
licence service shows that there was no public consultation. It has led to two problems. 
Firstly, citizens have little understanding about what this online service is and how to 
use it. Secondly, it fails to meet customers' need. During the developing process of 
online application for renewal of vehicle licence service, there was only selective 
inclusion of representatives of insurance companies and representatives of the Hong 
Kong Police Force. Since the representatives thought that the cancellation of checking 
valid Third Party Risk Insurance Certificate harmed their interests, they had no 
incentives to support it. As a result, it failed to streamline online application for 
renewal of vehicle licence service. The result is consistent with the findings of 
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Papazafeiropoiilou et al. (2002) that stakeholder groups who think that the 
e-government projects pose a serious threat to their interests refuse to support the 
implementation of the projects (p.91). 
As OECD (2003) says, the nature of e-govemment requires coordination and 
collaboration to ensure interoperability, avoid duplication, ensure coherent action in a 
range of crucial areas such as security and privacy, and to provide the framework and 
capacity for seamless services (p.4). The need for coordination and collaboration 
becomes more pressing as countries increasingly move to implement more complex, 
transactional services (p.4). It suggests that leaders can strengthen collaboration 
among agencies by (1) facilitating efficient acquisition of IT products and services, (2) 
brokering joint operation arrangements and contracts, (3) ensuring consistency of 
political and technical e-govemment strategies, and (4) supporting the joint action that 
is needed for seamless online service delivery and shared infrastructure projects 
(OECD, 2003, p.5). 
7.2.3 The Intertwined Relationship between Leader and Stakeholders 
In fact, the analysis of the case studies of e-stamping service and online 
application for renewal of vehicle licence service shows that there is the intertwined 
relationship between leader and stakeholders. For the case study of e-stamping service, 
it shows that the leader and stakeholders made joint efforts on the success of 
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e-stamping service. For example, without the Bills Committee passing the 2001 and 
the 2002 Bills, C of IR would not be able to streamline stamping process and provide 
an easier authentication means for users of e-stamping service. It shows that the 
success of e-stamping service cannot rely on the leader alone. 
The case study of online application for renewal of vehicle licence service shows 
that both leadership and stakeholders have an impact on the failure of the online 
application for renewal of vehicle licence service. However, judging from the research 
findings, it shows that leadership carries greater weight in the failure of online 
application for renewal of vehicle licence service. 
Recalling literature review in Chapter Two, Weberian bureaucracy used for 
delivering service for customers is often criticized for its rigidity, proceduralism, 
inefficiency, and incapability to serve customers (Ho, 2002). The implementation of 
e-govemment services is a government response to these criticisms. It is hoped that 
the implementation of e-government services can improve service quality. As 
McDaniel (2003) argues, the implementation of e-government is due to meeting 
citizens’ expectations of the government. He said that as e-business in the private 
sector can provide user-friendly, transparent，virtual, and responsive services to 
citizens, it leads to citizens，having the same expectations of the government 
(McDaniel, 2003). Since they are the users of e-government services, it has to design 
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e-govemment services which are useful to them and meet their expectations. The 
design of e-government services, therefore, must be customer-oriented. 
As the empirical result shows, former C for T failed to ensure a customer focus 
when designing online application for renewal of vehicle licence service. He did not 
have public consultation before the implementation of the online application service. 
He did not consult citizens’ view on the online application service from the beginning. 
He did not know what citizens wanted. It is quite illogical for former C for T to 
conduct customer opinion poll on online application for renewal of vehicle licence 
service after its implementation. 
The opposition from representatives of both insurance companies and the Hong 
Kong Police Force to cancel the practice of checking valid Third Party Risk Insurance 
Certificate led to the failure of streamlining online application for renewal of vehicle 
licence service. However, even though the practice of checking valid Third Party Risk 
Insurance Certificate could be cancelled, it does not totally streamline online 
application for renewal of vehicle licence service. It is because former C for T still 
required applicants to scan other documents such as original Vehicle Registration 
Document and other supporting documents if applicable. Besides, because of former 
C for T，s adoption of the old VALID III System, the online application service was 
not streamlined so that it could issue the new vehicle licence immediately online. 
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Instead, online users had to wait for about 10 days to get a new vehicle licence. 
Also, former C for T failed to strike a balance between security and convenience. 
He adopted e-certificate as an authentication measure. The security level of 
e-certificate is higher than the risk level of the service involved. E-certificate leads to 
many disadvantages. It imposes extra costs on customers. It is time-consuming, 
complicated and difficult to install. Some customers failed to go through the first step 
of using e-certificate for obtaining the online application service. Therefore, 
leadership carries greater weight than stakeholders in the failure of online application 
for renewal of vehicle licence service because of not ensuring a customer focus. The 
service has extremely low take-up rate of less than 1%. 
Leadership and stakeholders have an intertwined relationship that can lead to the 
success/failure of e-govemment services. Leaders alone cannot make e-govemment 
service a success. Therefore, stakeholders can no longer be left out in the development 
of e-government initiatives, and public organizations should be proactive in 
identifying all relevant collaborators and working with them (Tan et al., 2005, p.47). 
As Tan et al. (2005) argue, the mere recognition of differing interests is inadequate in 
consolidating a unified agreement among stakeholders towards system development 
(p.44). Leaders should take the initiatives in inviting stakeholders to inject their ideas 
through a number of channels such as forums, focus groups, and public consultation. 
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They can try to promote the awareness of mutual benefits through regular dialogue 
with stakeholders (Tan et al., 2005), resolve their differences and reach a consensus. 
7.2.4 The Debate of Local Variations Between Western and Asian Countries 
Since the empirical result verifies the theories of leadership and stakeholders 
borrowed from the West, it seems that the debate of local variations between Western 
and Asian countries leading to different e-govemment results mentioned in Chapter 
Two does not apply in this study. However, since this study only has two case studies 
in Hong Kong, future study can continue to examine whether theories of leadership 
and stakeholders are universal when they are tested in other contexts, in particular, 
other Asian countries. 
7.3 Conclusion and Future Studies 
This study examines the success and failure of e-govemment services using the 
theoretical framework of leadership and stakeholders. The case studies of e-stamping 
service of IRD and online application for renewal of vehicle licence of TD are 
examined. The empirical result shows that both leadership and stakeholders have an 
impact on the success and failure of e-govemment services. 
Nevertheless, this study has some limitations. Firstly, since the number and type 
of e-govemment services provided by the government is limited, only two case 
studies can be analyzed in this study. Therefore, there may be limitations to the 
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generalization of the results to other e-government services. Since October 2006, the 
second phase of ESD Scheme has begun in Hong Kong. More e-govemment services 
have been implemented by different government departments. Future studies can have 
multiple case studies of different e-government services and examine whether 
leadership and stakeholders have any impact on the success/failure of e-government 
services. However, not all the public services are suitable to put online. For example, 
the procedures of social welfare services are more complicated. Besides, those who 
receiving social welfare services are old and less educated. It means that the nature of 
public services may limit the choices of making comparison. 
Secondly, data collection of this study mainly depends on documentation and 
archival records. Although direct observation and interviews are also used for data 
collection, they are supplementary and have less importance in this study. Future 
studies may look into in-depth interviews with government officials and stakeholders 
to get a more comprehensive understanding of their views on developing 
e-govemment services. Future studies may also look into other research 
methodologies such as questionnaires in order to examine the impact of leadership 
and stakeholders on the success/failure of e-govemment services. 
Thirdly, since the interviews do not have enough samples and there is no 
interview with the leaders, it cannot exclude the possibility that other internal 
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organizational factors which cannot be observed may also affect the success/ failure 
of e-govemment services. For example, a leader speaks and implements policies on 
behalf of the organization. He/she may face political or financial constraints when 
he/she makes the decisions. In the case of online application for renewal of vehicle 
licence service, former C for T spoke and implemented the e-govemment service on 
behalf of TD. Since there is no interview with former C for T, it cannot exclude the 
possibility that there are other internal organizational factors such as financial 
constraints and resistance from employees leading to the failure of online application 
for renewal of vehicle licence service. Future studies may examine the impact of other 
internal organizational factors (e.g. employees) on the success/ failure of 
e-govemment services. 
Fourthly, this study has a domestic focus on e-govemment services in Hong 
Kong. Future studies can have comparative work with other countries in Asia or in the 
West. It can also have a focus on studying Asian countries in order to examine 
whether theories of leadership and stakeholders are universal when they are applied in 
Asian contexts. 
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Appendix 2.5 
The Survey Result of Journal Articles about E-government in the Four “Little 
Dragons" 
Country Journal Volume Title of the article Author(s) 
Taiwan Government Information 20(4) The adoption of electronic tax tiling Wang, 2002 
Quarterly systems: an empirical study 
(p.333-352) 
Governrnem Information 21 (2) Exploring success factors for Taiwan's Chu el al., 2004 
Quarterly government electronic tendering 
system: behavioral perspectives from j 
I 
end users (p.219-234) 
Government Information 22 (3) An empirical study on the impact of Chang et al., 
Quarterly quality antecedents on tax payers ' 2005 
acceptance of Internet lax-filing 
systems (p.389-410) 
Government Information 23 (1) Determinants of user acceptance of the Hung et al., 
I 
Quarterly e -Govemment services: The case of 2006 
online tax filing and payment system 
(p.97-122) 
South Korea Public Performance & 26 (4) South Korean public officials" Kim and Kim. 
Management Review perceptions of values, failure, and 2003 
consequences of failure in 
e-govemmeiit leadership (p.360-375) 
International Joumal of 27 (10) E-govemment to combat corruption: Cho & Choi. 
Public Administration The Case of Seoul Metropolitan 2004 
Government ( p J 19-735) 
Singapore Joumal of Global 13(1) Managing stakeholder interests in Tan et al.. 2005 
Information Management e-government implementation: 
Lessons learned from a Singapore 
e-g() \emment project (p.3 1-53) 
1 ： 1 
New Media & Society 8 ( 5 ) E-government in a coiporatist. Sriramesh & 
communitarian society: the case of Rivera-Sanchez. 
Singapore (p.707-730) 2006 
Hong Kong New VIedia & Society 6 (4) Governance in the Inlormation Age: Holliday & 




List of Home Pages of Dcpartments/Branches and Government Related 
Organizations Up to July 5, 1996 
Policy Branches 
1. Civil Services Branch 
2. Finance Branch 
3. Home Affairs Branch 
Government Departments and Agencies 
1. Census and Statistics Department 
2. Drainage Services Department 
3. Environmental Protection Department 
4. Government Laboratory 
5. Government Supplies Department 
6. Housing Authority and Housing Department 
7. Immigration Department 
8. Industry Department 
9. Information Services Department 
10. Information Technology Services Department 
11. Inland Revenue Department 
12. Intellectual Property Department 
13. Labour Department 
14. Marine Department 
15. Radio Television Hong Kong 
16. Roval Observatory 
17. Telecommunications Authority. Office of the Treasury 
18. Water Supplies Department 
Government Related Organizations 
1. Broadcasting Authority 
2. Hong Kong Examinations Authority 
3. Hong Kong Tourist Association 
4. Hong Kong Trade Development Council 
5. Hospital Authority 
6. Occupational Safety and Health Council 
7. Securities and Futures Commission 
Source: P a p e r f o r L e g C o P a n e l o n I n f o r m a t i o n P o l i c y P a n e l M e e t i n g o n F r iday , J u l y 5 . 1 9 9 6 : T h e G o v e r n m e n t ' s 
u se o f I n t e r n e t . h u p : / 7 v A v \ v . l e g c o . g o v . h k / v r 9 5 - 9 6 / . e n g l i s h / p a n e l s / i p / p a p e r s / i p 0 5 0 7 2 b . h t m 
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Appendix 3.2 
The 1998 “Digital 21 Strategy”： 18 Initiatives in Four Areas 
Area One: High capacity communications systems 
• Telecommunications infrastructure 
• Electronic Service Delivery infrastructure 
• Asia Pacific Internet traffic hub 
Area Two: Common software interface for secure electronic transactions 
• Chinese language interface 
• Public key infrastructure 
• Regulation and legislation 
• Year 2000 problem 
Area Three: People who know how to use IT 
• IT in education 
• IT manpower supply 
Area Four: A cultural environment that stimulates creativity and welcomes 
advances in the use of IT 
• Government IT exploitation 
• TV market 
• Asia Pacific Internet content hub 
• Chinese language applications 
• IT industry support 
• IT investment 
• IT excellence 
• Knowledge and awareness of IT and information services 
• IT in the community 
Source; The 1998 “Digital 21" IT Strategy. 
http://www.info.gov.hk/digital21 /eng/stmtegv/strategy part 14.html 
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Appendix 3.3 
The 2001 “Digital 21 Strategy": 23 Initiatives in Five Key Result Areas (KRAs) 
KRA 1: Enhancing the world class e-business environment in Hong Kong 
• International promotion of Digital 21 
• Promote the on-going development of e-business infrastructure and multi-media 
content 
• A new information infrastructure in operation at Cyberport 
• Encourage adoption of e-business 
• Facilitate an open and competitive telecommunications environment 
• Enhance Hong Kong's position as a regional broadcasting hub 
• Position Hong Kong for China's accession to the World Trade Organization 
KRA 2: Ensuring that the Hong Kong Government leads by example 
• Promulgate a comprehensive e-government policy 
• Further implementation of the Electronic Service Delivery Scheme 
• Adopt e-procurement for Government purchases 
• Develop the necessary infrastructure, tools, and skills for e-government 
• Continue to outsource Government IT projects 
KRA 3: Developing Hong Kong's workforce for the information economy 
• Task force on IT manpower 
• Increase IT manpower supply through training and education 
• Leverage supply of IT professionals from other places 
• Ensure young people are equipped for the information economy 
KRA 4: Strengthening the Hong Kong community for digital exploitation 
• Improve IT awareness and knowledge of the community 
• Promote the use of IT 
• Develop and publish Hong Kong best practice guidelines for access to online 
services 
KRA 5: Leveraging Hong Kong's strength in exploitation of enabling 
！ 
technology 
• Develop next generation wireless technologies 
• Exploit smart card technology 
• Development and deployment of digital terrestrial television 
• Ensure Hong Kong's active participation in the development of next generation 
of Internet technologies 
Source: The 2001 “Digital 21 Strategy". 
http://www.info.gov.hk/digital21 /en.g/strategv2001 /strategy pait41 .html 
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Appendix 3.4 
The 2004 "Digital 21 Strategy": 45 Initiatives in Eight Main Areas 
Area 1: Government leadership 
• Government as an advocate and champion 
• Continued enhancement of the IT outsourcing programme 
參 Enabling the development of innovative technological applications 
書 Facilitating the development of e-commerce through the e-govemment 
programme 
� Fostering the development of the digital entertainment and broadcasting sectors 
as creative industries 
Area 2: Sustainable e-government programme 
眷 Sharpening the e-government focus 
® Driving utilization and creating value 
• Engaging customers 
• Driving IT adoption through e-govemnient 
Area Three: Infrastructure and business environment 
眷 The broadcasting industry 
� Digital broadcasting 
眷 Broadband infrastructure and wireless access 
• Making the best of our technology infrastructure 
• Promoting the adoption of e=business 
鲁 Promoting information security 
拳 Tackling spamming 
Area Four: Institutional Review 
• The case for a more integrated structure of the Government 
• Role of the Information Infrastructure Advisory Committee (IIAC ) 
• The case for a unified regulatory body 
Area Five: Technological Development 
• Support for research and development 
� Focus area: wireless technologies and services 
眷 Focus area: digital entertainment 
• Riding on new developments 
• Openness in technological and standards adoption 
• Outsourcing and opening up of intellectual property ownership with a 
pro-innovation angle 
Area Six: Vibrant IT industry 
• Mainland and Hong Kong Closer Economic Partnership Arrangement (CEPA) 
2 2 1 
• Pearl River Delta (PRD) 
• Working with the Mainland 
• Hong Kong Trade Development Council (TDC) 
• Quality assurance and capability building 
• Procurement strategy 
• Opening up intellectual property in Government IT systems 
Area Seven: Human resources in a knowledge economy 
• IT in education 
參 Tertiary education and vocational training 
• Qualifications Framework 
Area Eight: Bridging the digital divide 
• Holding the “IT Hong Kong" campaign 
鲁 Providing public computers with Internet access at convenient locations 
• Computer recycling for the needy 
• Financial assistance to people with disabilities for purchase of computer 
facilities for home working 
® The installation of supporting devices in public computers for access by the 
blind and the visually impaired 
• Conducting seminars and workshops 
• Strengthening public/private sector partnership in bridging digital divide 
0 Providing a sound version of selected information on some government 
websites on a pilot basis to enhance accessibility for the elderly and the 
visually impaired 
眷 Providing further radio programmes to introduce e-govemment services 
• Providing free public enquiry service on the use of basic IT applications 
Source: The 2004 “Digital 21 Strategy”. 
http ://www, i nfo. gov.hk/di gital 21 /en g/strate gy2QQ4/strategy_m ai n • htm 1 
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Appendix 2.2 
A List of 22 Relevant Papers on the Development of E-government (1998-2006) 
Date Committee Papers (LC Paper No.) Main Fociis(es) 
18 December 1998 Financc Committee Implementation of the • Proposing a non-rccurrcnt 
First Phase of the commilmeni of $123.2 million to 
Electronic Service implement the first phase of the ESD 
Delivery Scheme Scheme; 
(FCR (98-99)55) • Introducing types of c-govemment 
services provided under the ESD 
Scheme; 
• Setting out the general benefits of the 
ESD Scheme. 
28 May 2001 Panel on Information F-govemmenl Strategy 參 I计iefing the Panel IVIembers on the 
Technology and (CB( I)1332/00-01(02)) strategy for developing e-govemment 
Broadcasting (1 TB) and the setting up of an 
E-govemment Coordination Office 
(HGCO) to drive the strategy. 
10 December 2001 Panel on ITB Institutional arrangements • Seeking the support of the Panel 
for implementation of the Members for creating a 
Digital 21 Strategy and supernumerary post in ITBB to 
I H-govemrnent initiatives spearhead the H-govemmenl 
I 
(CB( 1)487/01-02(03)) initiative. 
14 January 2002 Panel on ITB C-govemment Programme • Briefing the Panel Members on the 
for 2002 programme of e-govemment 
(CB( 1 )756/()l-02(03)) initiatives that the government would 
pursue in 2002. 
16 Januaiy 2002 Establishment Information Technology • Proposed creation of one 
Subcommittee (ESC) and Broadcasting Bureau supernumerary post of 
of Government Secretariat Administrative Officer Staff Grade B 
(EC (2001-02)24) (D3) in ITBB for a period of two and 
a half years to spearhead the 
E-government initiatives. 
8 April 2002 Panel on ITB Realignment of leisure 參 Briefing the Panel Members on the 
facilities booking systems realignment of leisure facilities 
and introduction of booking systems and introduction of 
hooking service under booking service under Electronic 
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Electronic Service Service Del ivery Scheme. 
Delivery Scheme 
I 
( C B ( 1 ) 1421/01-02(04)) 
8 July 2002 Panel on 1TB Progress Upda te on the 參 Br ie f ing the Panel M e m b e r s on the 
H-government P r o g r a m m e E - g o v e m m e n t initiatives that the 
for 2002 gove rnmen t wou ld pursue in 2002; 
(CB( 1)2172/01-02(03)) • Giv ing the update of the progress in 
the 11 rst half of 2002; 
• Respond ing issues/quest ions raised 
by The Panel Members . 
7 N o v e m b e r 2002 Panel on 1 I B C o m m o n Look and Feel • Br ie f ing the Panel M e m b e r s on the 
for Gove rnmen t web sites gove rnmen t ' s initiative to adopt a 
(CB( 1) 185/02-03(06)) C o m m o n Look and Feel (CLF) for 
Gove rnmen t web sites in order to 
project a consistent onl ine brand 
image, provide for a consistent user 
exper ience and to improve the 
navigabil i ty and usability of the 
I , . I 
government web sites. 
9 D e c e m b e r 2002 Panel on ITB The Interoperabili ty ® Int.orming the Panel Member s on the 
F r a m e w o r k — A n enabler es tabl ishment of the [nteroperability 
for jo in -up E - g o v e m m e n t F ramework to support e -govemmen t 
services and the way forward . 
(CB( 1)421/02-03(04)) 
10 February 2003 Panel on ITB Progress Update on • Providing a half-yearly progress 
E - g o v e m m e n t update of Hong Kong ' s 
Deve lopment e - g o v e m m e n t development , which 
(CB( 1 >627/02-03(01)) were coordinated and facilitated by 
E G C O and ITSD. 
I 
21 July 2003 Panel on ITB Progress Update on • Providing The third half-yearly 
E - g o v e m m e n t progress update of Hong Kong ' s 
Deve lopment e - g o v e m m e n t development , which 
(CB( 1 )2214/02-03(03)) was coordinated and facili tated by 
E G C O and ITSD; 
• Outl ining the major e -govemment 
deve lopment in the past half a year 
and government ' s work under 
progress; 
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r — 
• Point ing to gove rnmen t ' s direction 
for the future . 
12 January 2004 p ‘ 
anel on ITB Progress Update on • Repor t ing on the ma jo r e - g o v e m m e n t 
E - g o v e m m e n t deve lopmen t over the past six 
Deve lopmen t months : 
(CB( 1 )710/03-04(04)) • Out l in ing fu ture broad direction for 
___ the next wave of e -govemmen t . 
10 M a y 2004 ~； 
I a n d on ITB Review of the 參 Br ie f ing the Panel Member s on the 
G o v e m m e n t institutional ou tcome of the governmenl ' s review 
structure for del iver ing the of the Governmen t institutional 
informat ion technology structure for del iver ing the 
funct ion informat ion technology funct ion; 
(CB (1)1713/03-04(03) ) • Seeking M e m b e r s ' view on the 
gove rnmen t ' s proposal for a 
s t rengthened and streamlined 
institutional arrangement . 
16 June _004 卜 SC Proposed merger of the • Invit ing M e m b e r s to recommend lo 
Informat ion Technology Finance Commi t t ee the proposals to 
Services Depar tment and facili tate the merg ing of the ITSC 
the IT-related divis ions of and IT-rclatcd divisions of the 
ihe Commerce , Industry Commerce . In da s in ' and Technology 
and Technology Bureau Bureau to form a new entity entitled 
(Communica t ions and Of f ice of the Gov e m m e n t Chief 
Technology Branch) to Informat ion Officer. 
f onn a new entity entitled 
Of f i ce of the G o v e m m e n t 
Chief Informat ion Off icer 
in the Commerce , Industry 
and Technology Bureau 




12 July 2004 Panel on ITB Progress Update on the • Providing the fifth half-yearly 
E - g o v e m m e n t Porg ramme progress update of Hong Kong ' s 
(CB( 1 )2317/03-04(01)) e -government development . 
14 March 2005 Panel on ITB E-government -The Next 參 Br ief ing the Panel Members on the 
Wave of Development key elements of the next wave of 
(CB( 1) 1052/04-05(04)) e -government development and the 
I 
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progress of the on-going initiatives. 
9 January 2006 Panel on ITB N e w Strategy for 參 Updating the Panel Members on the 
E-government service progress made on implementing the 
delivery new strategy for e -govemment 
(CB( 1 )596/05-06(07)) service delivery: 
拳 Seeking Members ' support for the 
funding proposal under Capital 
Works Reserve Fund (CWRF) Head 
710 Computerization for 
implementing the new strategy. 
9 January 2006 Panel on ITH l iackground Brief on • Summarizing the background of the 
E-government Programme e-govemment programme and the 
(CB( 1 )597/05-06) major views and concerns raised by 1 “ 
the Panel Members. 
12 February 2006 Panel on ITB 2004 Digital 21 Strategy: 參 Reporting the progress made in 2005 
Progress Report for 2005 in implementing the 2004 Digital 21 
and Targets for 2006 and Strategy; 
Beyond • Setting out the targets and action 
(CH( 1 )820/05-06(04)) plans for 2006 and beyond. 
3 March 2006 Finance Committee Enhancing the 參 Inviting Members to approve a new 
E-govemment commitment of $ 170.8 million for 
Infrastructure to Support developing a new One-stop Access 
the New Strategy for Portal and enhancing the central 
E-govemment Service infrastructure to support the 
Delivery implementation of citizen-centric 
(FCR(2005-06)46) e-govemment service delivery. 
12 June 2006 Panel on ITB Updated Background • Updating the Panel Members on the 
Brief on E-govemment development of e-government 
I 
Programme programme; 
(CB (1)1692/05-06) • Summarizing recent views and 
concerns raised by Members. 
12 June 2006 Panel on ITB Progress Update on the 參 Updating the Panel Members on the 
E-govemment Porgramme latest progress on the implementation 
(CB( 1) 1688/05-06(04)) of the e-govemment programme. 
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Appendix 3.12 
E-government Services Provided by Ten Government Departments and Agencies 
under the First Phase of the Electronic Serv ice Delivery Scheme 
Government Departments /Agencies E-government Services 
Inland Revenue Department • Tax payment; 
• submission of simple tax return (for 
individuals only); 
• interactive tax enquiry system, e.g. tax 
amount, due date, etc.; 
• change of taxpayers' particulars, e.g. 
address, etc.; 
• application for business registration 
certificate (for sole proprietor only) or 
copy of extracts of the business register; 
• and purchase of tax reserve certificates. 
Immigration Department • Booking appointment for identity card 
registration; 
• application for search and copy of 
birth/death/marriage certificate; 
• notification of pre-mature termination of 
contracts of imported workers/foreign 
domestic helpers; 
參 and general enquiry and information 
look-up. 
Labour Department • Job vacancy database search by job 
seekers; 
• submission of job vacancy by employers; 
• search of suitable job applicants by 
employers; 
• and general enquiry. 
Transport Department • Application for renewal of driving licence 
and vehicle licence; 
• application for reservation of non-special 
registration mark for auction; 
• road test appointment booking for 
repeaters; 
2 2 7 
• application for certificate of vehicle 
particulars; 
• vehicle examination appointment booking; 
• and change of address for driving licence 
or vehicle licence holder. 
Registration and Electoral Office • Voter registration; 
參 change of address of registered voters; 
• and general enquiry, e.g. voter status, 
polling station, etc. 
Rating and Valuation Department _ Change of ratepayers' or rent-payers' 
particulars, e.g. name and address, etc.; 
« and general enquiry, e.g. rates and 
Government rent account balances, etc. 
Industry Department • Business licence infomiation enquiry; 
• on-line application for the various 
financing schemes for industry; 
® and small and medium sized enterprise 
infomiation and enquiry service. 
Social Welfare Department • Application for senior citizen card and 
volunteer schemes registration; 
眷 application for participation in senior 
citizen card scheme, obtaining information 
about parties participating in senior citizen 
card scheme and organisations granted 
with charitable fund-raising permits; 
® and general information look-up. 
Treasury • Payment of Government bills - rates, 
Government rent and water charges. 
Hong Kong Tourist Association • Computerised map enquiry system for 
tourists; 
• and tourist infomiation look-up. 
Source: Item for Finance Committee: Capital Works Reserve Fund Head 710 -
Computerization-— Information Technology and Broadcasting Bureau— New Subhead 
“Implementation of the First Phase of the Electronic Service Delivery scheme”. 
http://www.le(冗 0.20 v.hk/yr98-99/eng]ish/fcZfc/papers/fc 181255 .htm 
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Appendix 3.12 
Breakdown of the Per Year Savings Generated from the Computerization 
Projects in Various Stages of Funding in 2001-02 
Breakdown of Realizable Savings 
Category Savings (Smillion) No. of Posts 
Staff Redeployment and 413 1345 
Cutting Posts 
Natural Wastage, 105 311 
Voluntary Retirement and 
Others 
Redundancy 0 0 
Operating Expenditure 106 NA 
Total 624 1,656 
Breakdown of Notional Savings 
Category Savings (Smillion) 
Staff Cost Avoidance 566 
Other Cost Avoidance* 133 
Accommodation Cost Savings 13 
Fragmented Staff Savings 440 
Others ^ 
Total 1,735 
*mainly refers to the cost of additional equipment/space 
Source: Commerce, Industry and Technology Bureau (2003). Progress Update on 
E-government Development (January 13, 2003)，Annex B. 
http://www.info.gov.hk/digital21/e-eov/eng/press/doc/ITBPaper—20030113—EGProizP 
rogress_e.pdf 
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Appendix 2.2 
Usage of some Representative ESD Services 
l a k e - i i p r a t e 
i ^ a s ^ S e n i c e , - , 
- riBles? s t a t ed 
oche rwise ) 
A p p o m i m e i t Book ing for the H o n s Koiig 47% 
Smart Identiry Card R e p k c e o i e n t Exerc ise 
A p p o m t m ^ n t Book ing for G m t i g d 26% 
M a n i a g e Notice 
H•论 L 抓 “ — 22% * 
Ea j i l c rup tcv /Compuhon- W m d m s - u ^ W - c 
雜。 -工 ^earc-li 
. B \ i s m e � s RegE^tranon N u m b e r E u q m r y 
“ StatisTicai Booksror-e 21% 
(Jm - Mar 04 
ngiire) 
A p p b c a n o n for Vohmtee r Schenis foi 
Proban oners 
AppoiJi : : i i r„: &:•.;! !：：£ fo: of 17'^ 
M � � p r r p ^ 记灿 C i r “ 
' 丨 ” 扣 o i l f c : :’f y : u - s p e a a l 15% 
. �； T : Flegi^n'-rioii M:irk f : r Aii :- ici i 
1�亡、二” T / � E x - ' L i m r - n r ] ! .^ Lp;: r umneu t 
and 二乡 a’二c Rr-'jdieLhJuig 
‘ \ 丨 ‘ / Go-’emir-em 3 c o k : f o : e 16% 
一、‘ (Aug O S - M ^ O ^ 
figure) 
Reg‘cr二ncc for ？ abLr 三’僅：二lumoii'; 1% 
^ l i i o r C : : i ien C ApplK-^uoii ' '1% — 
l e w A p p j c - n c n ID： ？ • 1% 
- dill 4 , . , • • I I 务• _• • • - II 1— . .11 • .. • 
1 e - i , . p F i j i i ? ozTxa ？ < 1 % 
Appl ic^noi . fci F'.en…--i of D m u i g ~ l % 
than Licence ^ 
Apphzati-:*:: for of Y d u c k < 1 � � 
Source: Commerce, Industry and Technology Bureau (2004). Progress Update on the 
E-govemment Programme (July 12，2004), Annex A. 




Focus, Methodology, and Research Findings of International E-government Reports 
1. Accenture Reports 
2001 2002 ~ 2003 
Title e G o v e m m e n t Leade r sh ip : e G o v e n m i e n t Leade r sh ip - e G o v e m m e n t Leader sh ip : 
R h e t o r i c vs. Rea l i z ing the Vis ion E n g a g i n g the C u s t o m e r 
Rea l i t y -C los ing the G a p 
F o c u s m e a s u r e the e - g o v e m m e n t ma tu r i t y 
M e t h o d o l o g y • Overa l l Matu r i ty = • Overa l l Ma tu r i t y = • Overa l l Matu r i ty = 
Serv ice Matu r i ty Serv ice Matur i ty ( 7 0 % Serv ice Matur i ty 
( 7 0 % we igh t i ng ) + w e i g h t i n g ) + C u s t o m e r ( 7 0 % w e i g h t i n g ) . 
De l ive ry Matu r i ty Re la t ionsh ip M a n a g e m e n t C u s t o m e r 
( 3 0 % we igh t i ng ) ( C R M ) ( 3 0 % we igh t i ng ) Re la t ionsh ip 
眷 1 .Service Matur i ty - • 1. Serv ice M a t u r i t y - t h e M a n a g e m e n t ( C R M ) 
the level to which a level to which a ( 3 0 % weigh t ing) 
g o v e r n m e n t had g o v e r n m e n t had • 1. Serv ice Matur i ty -
d e v e l o p e d an on l ine d e v e l o p e d an on l ine the level to wh ich a 
p r e s e n c e p re sence g o v e r n m e n t had 
• 2. De l ive ry • 2. The De l ive ry Matur i ty d e v e l o p e d an onl ine 
Matu r i ty - the w a s r e n a m e d p re sence 
sophis t ica t ion of C R M — m e a s u r e the • 2. C R M - t h e extent to 
de l ivery sophis t ica t ion of service wh ich g o v e r n m e n t 
m e c h a n i s m s such as del ivery agenc ies m a n a g e 
s ingle po in t of entry, • C R M con ta ined five in teract ions with their 
des igned by measu res : Insight , cus tomers (ci t izens 
c u s t o m e r intent ions . Interact ion, Organiza t ion and bus inesses) and 
cus tomer P e r f o r m a n c e , C u s t o m e r del iver service in an 
re la t ionsh ip Of fe r ings , and N e t w o r k s . in tegrated w a y 
m a n a g e m e n t • Leve ls of Overa l l • The s a m e f ive 
techniques , portal Matur i ty : m e a s u r e s 
capabi l i ty and the 1. Innovat ive Leaders , • Levels of Overal l 
addi t ional 丨 2 .Vis ionary Chal lengers , Matur i ty : 
va lue -added service 3. Emer g ing Per formers , F ive s tages of 
眷 Leve l s of Overal l 4. P la t fo rm Bui lders . success ive p la teaus : 
Matur i ty : | 1. Onl ine Presence, 
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1. I n n o v a t i v e 2. Bas ic Capabi l i ty , 
L e a d e r s , 3. Se rv ice 
2 . V i s i o n a r y Avai labi l i ty， 
F o l l o w e r s , 4. M a t u r e Del ivery , 
3. S t e a d y A c h i e v e r s , a n d 
a n d 5. Se rv ice 
4. P l a t f o r m B u i l d e r s T r a n s f o r m a t i o n 
N o . o f 2 2 23 2 2 
c o u n t r i e s 
e x a m i n e d 
H o n g K o n g ' s 7 * 
e - g o v e n u i i e i i t 
r a n k i n g 
R e m a r k s • H o n g K o n g h a d low • H o n g K o n g r e c o r d e d ® H o n g K o n g had 
Se rv ice M a t u r i t y s t eady p r o g r e s s in 2 0 0 1 , i m p r o v e d its pos i t i on 
a n d m a r g i n a l m o v i n g to f i f th pos i t ion in the r a n k i n g th rough 
De l ive ry Matur i ty . a m o n g the p r o g r e s s in i so la ted 
• It w a s r e g a r d e d as Vis ionary C h a l l e n g e r s a reas . Overa l l 
S t eady A c h i e v e r s . ( A c c e n a i r e , p .54) . p r o g r e s s h a d slow, 
• It w a s t h ink ing big , • It l i f ted its overa l l r a n k i n g h o w e v e r (Accen tu re , 
bu t it h a d ye t to f r o m 1 t o 8 * wi th an p .60) . 
fu l ly turn a I m p r o v e d Serv ice • It w a s in the s tage o f 
p r o m i s i n g v is ion M a t u r i t y Score M a t u r e Del ivery, 
in to ac t ion (Accen tu re , p .54) . • T h e r igh t a p p r o a c h 
( A c c e n t u r e , p .31) . h a d been in p lace fo r 
t w o years in the 
H K S A R , but it is t ime 
fo r the vision, con ten t 
and act ion p lan to be 
upda ted to re f lec t its 
n e w goa l s o f 
i m p l e m e n t a t i o n and 
service de l ivery 
(Accen tu re , p .61) . 
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2. Taylor Nelson Sofres: The Study of Government Online (GO) 
2001 I 2002 I 2003 
Title G o v e r n m e n t On l ine : an in terna t ional pe r spec t ive 
F o c u s 1. To u n d e r s t a n d the impac t of the Internet on g o v e r n m e n t g loba l ly and na t iona l ly 
2. E x a n i m e the u p t a k e o f G o v e r n m e n t On l ine from a ci t izen d e m a n d pe r spec t ive 
M e t h o d o l o g y • In te rv iew: 2 9 , 0 7 7 adul t s • In te rv iew: 2 8 , 9 5 2 • In te rv iew: 3 1 , 8 2 3 
f r o m 2 7 coun t r i e s adul ts f r o m 31 adul t s from 32 
• C o u n t r i e s we re d iv ided coun t r i es coun t r i es 
in to three ca tegor ies : • Coun t r i e s w e r e d iv ided 參 Coun t r i e s we re 
1 .Heavy G o v e r n m e n t into fou r ca tegor ies : d iv ided into f o u r 
On l ine Use r G r o u p s 1. Very High ca tegor ies : 
( m o r e than 3 0 % w e r e Pene t ra t ion ( m o r e than 1. Very Heavy 
users ) 5 0 % w e r e users) G o v e r n m e n t On l ine 
2. M e d i u m G o v e r n m e n t 2. H igh Pene t ra t ion U s e r G r o u p s ( m o r e 
O n l i n e U s e r G r o u p s ( 3 6 % to 5 0 % w e r e than 5 0 % were 
( 1 5 % to 3 0 % w e r e users) users ) use rs ) 
3. Light G o v e r n m e n t 3. M e d i u m Pene t ra t ion 2. H e a v y 
Onl ine User G r o u p s ( less ( 1 6 % to 3 5 % w e r e G o v e r n m e n t Onl ine 
than 15% were users) . users ) User G r o u p s ( 3 6 % 
4. L o w Pene t ra t ion to 5 0 % w e r e users) 
( 1 5 % or less w e r e users ) 3. M e d i u m 
G o v e r n m e n t Onl ine 
Use r G r o u p s ( 1 6 % 
to 3 5 % were users) 
4 .Light G o v e r n m e n t 
Onl ine Use r G r o u p s 
( 1 5 % or less we re 
users) . 
N o . of 27 31 32 
count r ies 
e x a m i n e d 
H o n g K o n g ' s 12''' 11* 
e - g o v e m m e n t 
r ank ing 
R e m a r k s • H o n g K o n g w a s one of • H o n g K o n g increased • H o n g K o n g had 
the h igh e - g o v e m m e n t its G o v e r m n e n t Onl ine m a j o r increase in 
user countr ies and the Usage , wi th increases G o v e r n m e n t Onl ine 
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only Asian country in information seeking usage. It rose from 
being the high and downloading 37% to 43%. 
e-govemment user (TNS, p. 14). • It had high 
country • It was the heavy Government Online 
• Other high Government Online usage, 
e-govemment user Users with high • It had greatest 
countries include penetration (36% to increase in the 
Norway, Denmark, 50% users). perception of safety. 
Canada, Finland, USA, • It also had the highest It rose from 33% to 
Australia, and the levels of perceived 40%. 
Netherlands. safety (33%). • It had the highest 
• Hong Kong had high levels of perceived 
e-govemment safety (40%). 
Information Seeking • It had experienced 
levels (27%). parallel increase in 
• It also had the highest both usage and 
levels of perceived safety (TNS, p. 12). 
safety (32%). 
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3. Brown University; Global E-Government Survey 
2 0 0 2 2 0 0 3 2 0 0 4 2 0 0 5 
Tit le G loba l E - G o v e m m e n t 
F o c u s E x a m i n e the fea tures wh ich are avai lable onl ine at na t ional g o v e r n m e n t webs i tes in 
d i f fe ren t na t ions 
M e t h o d o l o g y I. Websi tes are eva lua ted for the p resence of var ious fea tures dea l ing with in format ion 
availabil i ty, service delivery, and pub l ic access (West, 2005 , p.4). 
2. M e a s u r e m e n t Cri teria: 
• 0 to 100 poin t e - g o v e m m e n t index 
搴 4 po in t s are a w a r d e d to each gove rnmen t webs i t e fo r the p resence of fea tures 
such as publ ica t ions , databases , p r ivacy pol icies , securi ty policies , and so on. 
• B o n u s points are g iven to webs i tes based on the n u m b e r of onl ine services 
execu tab le on them (1 poin t for 1 service, 2 poin ts fo r 2 services , 3 poin ts fo r 3 
services and so on). 
N u m b e r of 24 19 18 18 
fea tu res 
e x a m i n e d j 
N u m b e r of 198 
na t ions s tudied 
N u m b e r of 1,197 2 ,166 1,935 1,797 
webs i t es 
s tudies 
H o n g K o n g ' s 2 2 " � IP^ *^  4 * 
e - g o v e r n m e n t 
ranking 
R e m a r k s The 2005 Global E - G o v e r n m e n t Survey shows that 
9 H o n g K o n g was one of the Best Pract ices of Top G o v e r n m e n t Sites. 
鲁 Other count ies be ing regarded as best pract ices included Taiwan, Singapore , the US, 
and China . 
The Survey in 2005 has the fo l lowing compl in ients on H o n g K o n g : 
• " T h e strength of its webs i tes lies in their emphas i s on accessibi l i ty" (West, 2005 . 
p.26). 
• " N o n e of the sites display any adver t isements , demons t ra t ing their focus on content 
and ease of use”（West, 2005, p.26). 
• ‘‘The preva lence of pr ivacy and security policies encourages the use of these services, 
as cit izens feel comfor tab le disclosing personal and f inancial in format ion over the 




Illustration on Setting E-Government Target 
Sample Service Number of Annual clientele E-option 
(Note) services 
(a) Filing of tax 1 1,870,000 Available 
return for (Al) 
individuals 
(b) Application for 1 6,300 Not available 
fishing licence 
Total 2 1,876,300 
(A2) 
(Note: Only services amenable to electronic mode of delivery will be included, e.g. services requiring 
face-to-face interviews are excluded.) 
Percentage of services with e-option= Al/A2=99.7% 
Source: Information Technology and Broadcasting Bureau (2001). E-Govemment 
Strategy, Annex B. 
h t t p : / / w w w , i n f ( ) . g o v . h k / d i g i t a l 2 1 / e - g o v / e n g / p r e s s / d o c / a 1 3 3 2 - 2 e . p d f 
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Appendix 3.12 
50 Most Popular and Frequently Used Public Services Provided With An 
E-option 
Services 
1. Appointment booking service for Hong Kong smart identity card replacement 
exercise 
2. Application for trade marks registration 
3. Application for redemption of tax reserve certificate 
4. Application for TeleTax 
5. Application for assessment for using fitness equipment 
6. Pre-arrival notification for river trade vessels 
7. Application for renewal of local craft licences 
8. Sitting of written driving test 
9. Appointment booking service for Immigration Branch Offices (including 
application for travel documents and extension of stay) 
10. Search for films classified by the Film Censorship Authority 
11. Job-matching for trainees under the Youth Work Experience and Training 
Scheme 
12. Employment services for employees and disabled job-seekers 
13. Application and enquiry of SME Funding Schemes 
14. Subscription of volunteer movement news 
15. Booking for sports facilities and leisure activities 
16. Appointment booking for giving of marriage notice 
17. Search and register for job vacancies 
18. Appointment booking service for Hong Kong smart identity card replacement 
exercise 
19. Application for government jobs 
20. Voter registration 
21. Filing of tax return 
22. Interactive enquiry of status of tax return, assessment and payment 
23. Purchase and redemption of tax reserve certificate 
24. Payment of tax bills, rates/goveninient rents, water charges and other 
govemment bills 
25. Payment of fixed penalty tickets of traffic and public cleanliness offences 
26. Application for renewal of driving and vehicle licence 
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27. Live webcast of road traffic condition 
28. Vehicle examination appointment booking 
29. Registration for public examination 
30. Purchase of public examination publications 
31. Purchase of Government publications and census and statistical data 
32. One-stop change of address for 12 government departments 
33. Report of lost property 
34. File telephone nuisance complaints with the Police 
35. File complaints of noise in neighborhood with the Police 
36. Online news bulletin 
37. Search for bilingual laws infomiation 
38. Access to weather information 
39. Access to air pollution index 
40. Search for tourist information 
4L Search for trade mark details 
42. Search for cases of bankruptcy and compulsory winding-up of companies 
43. Retrieval of private building plans 
44’ One-stop search for business licence information 
45. Lodgment of textiles and notifications by carries and traders 
46. Submission of import and export statements on dutiable commodities 
47. Submission of manifests for import/export cargo by rail, air and ocean/river 
48. Search, renewal and reservation of library materials 
49. Purchase tickets of cultural and entertainment events 
50. Volunteer registration 
Source: E-government Coordination Office, Communications and Technology 
Branch, and Commerce, Industry and Technology Bureau (2004). Progress Update on 
the E-govemment Programme (January 12, 2004), Annex B. 




Comparison Data for Hits, Page Views and Visitor Sessions (6 months) 
Metric Traffic Totals 
# of hits on the site over six months 6,931,134 
# of page views on site over same period 1,195,416 
# of visitors sessions over same period 381,315 
Average hits per visitor session 18.18 
Source: The Hillwatch Analytics Briefing Series for Public Sector Managers: Getting 
Down To the Right Numbers, Part 1: Hits are good in hockey, but not so good on the 
web, 
http://www.hillwatch.coni/Publications/Research/Hits—are good—in—hockey.aspx 
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Appendix 4.1 
Stakeholder Definitions Arranged in Chronological Order 
Date Author Stakeholder definition 
1963 1. Stanford Research Institute Those groups without whose support the organization would cease 
to exist. 
1964 2. Rhenman adopted by: Are depending on the firm in order to achieve their personal goals 
3. Steadman and Green (1997) and on whom the firm is depending for its existence. 
1965 4. Ansoff (1965a:24) The objectives of the firm should be derived balancing the 
conflicting claims of the various 's takeholders ' in the f i rm. . . The 
firm has a responsibility to all of these and must configure its 
objectives so as to give each a measure of satisfaction. 
1971 5. Ahlstedt and Jahnukainen Driven by their own interests and goals are participants in a firm, 
and thus depending on it and for whose sake the firm is depending. 
1983 6. Freeman and Reed Wide: can affect the achievements of an organization's objectives 
(1983:91) to who is affected by the achievement of an organization's 
objective. 
Narrow: on which the organization is dependent for its continual 
survival. 
1984 7. Freeman (1984:46) adopted Can affect or is affected by the achievements of the organization's 
by: objectives. 
8. Berman et al. (1999) 
9. Burton and Dumi (1996) 
10. Calton and Kurland (1995) 
11. F rooman(1999) 
12. Goodpas te r (199] ) 
13. Green ley and Foxall 
(1997) 
14. Heugens, Van den Bosch, 
and Van Riel (2002) 
15. Jawahar and McLaughlin 
(2001) 
16. Jones and Wicks (1999a) 
17. Kuja la (2001) 
18. Metcalfe (1998) 
19 Page (2002) 
20. Roberts (1992) 
21. Rowley and Moldoveanii 丨 
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( 2 0 0 3 ) 
22 . R o w l e y ( 1 9 9 7 ) 
23 . S tye rbe rg ( 1 9 9 7 ) 
24 . W o o d a n d Jones ( 1 9 9 5 ) 
1987 25 . Corne l l and Shap i ro ' C l a i m a n t s ' w h o h a v e ' c o n t r a c t s ' . 
( 1 9 8 7 : 5 ) 
26 . F r e e m a n and Gi lber t Can a f f ec t or is a f f e c t e d by bus iness . 
1988 27 . B o w i e ( 1 9 8 8 : 1 1 2 ) Wi thou t w h o s e suppor t the organiza t ion w o u l d cease to exist . 
28 . E v a n a n d F r e e m a n H a v e a s take or c la im in the f i rm . 
Bene f i t f r o m or are h a r m e d by, and w h o s e r ights are v io la ted or 
r e spec ted by, co rpo ra t e act ions . 
1989 29 . A l k h a f a j i ( 1 9 8 9 : 3 6 ) G r o u p s to w h o m the co rpora t ion is r e spons ib le . 
30 . Car ro l l Asse r t s to h a v e one or m o r e o f these k inds o f s takes , w h i c h r ange 
f r o m an interest to a r ight ( legal or m o r a l ) to o w n e r s h i p or legal 
title to the c o m p a n y ' s asse ts or proper ty . 
1990 31. F r e e m a n and E v a n Cont rac t ho lders . 
1991 32. L o w ( 1 9 9 1 : 3 3 6 ) All t hose w h o h a v e an interest in the f i r m ' s survival . 
33. Mi l l e r and Lewis S takeho lde rs are peop l e w h o can h e l p or hur t the corpora t ion . 
( 1 9 9 1 : 5 5 ) 
34. Savage et al. ( 1991 :61) H a v e an interest in the ac t ions of an organiza t ion and have the 
abil i ty to in f luence it. 
35. T h o m p s o n , Wart ick , and In ‘ re la t ionship with an organizat ion" . 
Smi th ( 1 9 9 1 : 2 0 9 ) 
1992 36. Hil l and Jones (1992 :133 ) Cons t i tuen ts w h o h a v e a legi t imate c la im on the firm.. . es tab l i shed 
t h rough the ex is tence of an exchange re la t ionship . T h e y supply 
‘the f i rm with critical r e sources (cont r ibu t ions) and in exchange 
each expects its interests to be sa t i s f ied (by inducemen t s ) ' . 
37. Pa lg rave et al. (1992) T h o s e w h o s e we l fa re is t ied with a company . 
1993 38. Brenner (1993 :205) Hav ing s o m e legi t imate, non-tr ivial re la t ionship with an 
organiza t ion (such as) e x c h a n g e t ransact ions , action impacts , and 
39. Carrol l (1993 :22) mora l responsibi l i t ies . 
Indiv iduals or g roups with w h i c h bus iness interacts w h o have a 
s take or ves ted interest in the f i rm. Asser ts to have or m a y have 
40 . Starik (1993 :22) m o r e of the k inds of s takes in bus ines s . . . m a y be a f f ec t ed or affect . 
Power and legit imacy. 
Any natural ly occurr ing entity that a f fec t s or is a f fec ted by 
organizat ional pe r fo rmance . 
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1994 41 . C l a r k s o n ( 1 9 9 4 : 5 ) B e a r s o m e f o r m of risk as a resul t o f h a v i n g inves ted s o m e sort of 
capi ta l , h u m a n or f inancia l , s o m e t h i n g o f va lue , in a f i r m . . . [or] are 
p l aced at r isk as a resul t of a f i r m ' s act ivi t ies . 
42 . F r e e m a n ( 1 9 9 4 a : 4 1 5 ) Par t ic ipants in ‘the h u m a n p roces s o f j o in t va lue c rea t ion ' . 
43 . L a n g t r y ( 1 9 9 4 : 4 3 3 ) T h e f i rm is s ign i f i can t ly r e spons ib l e fo r thei r we l l -be ing or they 
ho ld a mora l or legal c la im on the f i rm. 
44 . M a h o n e y Pass ive s t akeho lde r s w h o h a v e a m o r a l c la im on the c o m p a n y not 
to in f r inge l ibert ies or infl ict h a r m and act ive s takeholders those 
w h o s e c l a ims are m o r e in the na tu re o f w e l f a r e r ights . 
45 . Sch lo s sbe rge r Inves tors w h o p rov ide spec i f ic capi ta l o r oppor tun i ty capital to a 
46 . Star ik (1994 :90 ) bus iness . 
C a n and are m a k i n g their ac tual s takes k n o w n . . . o r m i g h t be 
in f luenced by, or are potent ia l ly in f luence r s of , some organiza t ion 
47 . Wicks , Gi lber t , and w h e t h e r or not this in f luence is pe r ce ived or k n o w n . 
F r e e m a n d ( 1 9 9 4 : 4 8 3 ) Interact wi th and g ive m e a n i n g and def in i t ion to the corpora t ion . 
1995 48 . Bla i r All par t ies w h o h a v e con t r ibu ted inputs to the en terpr i se and w h o . 
as a result , h a v e at r isk inves tmen t s that are h igh ly spec ia l ized to 
49 . B r e n n e r (1995 :76 ) the enterpr ise . 
50. Ca l ton and L a d Are or w h i c h could impac t or be impac t ed by the 
51. C la rkson ( 1 9 9 5 : 1 0 6 ) firm/organization. 
Leg i t ima te c la ims. 
52. D o n a l d s o n and Pres ton H a v e , or c la im, o w n e r s h i p r ights , or interests in a corpora t ion and 
( 1 9 9 5 : 8 5 ) its act ivi t ies. 
T h o s e individuals with expl ici t or implici t cont rac ts with the f i rm. 
Ident i f ied through the actual potent ia l ha rms and benef i t s that they 
53. Jones ( 1 9 9 5 : 4 0 7 ) exper i ence or ant icipate expe r i enc ing as a result of the firm's 
ac t ions or inact ions. 
54. Nas i (1995 :19 ) G r o u p s and individuals with (a) the p o w e r to af fec t the f i rm ' s 
p e r f o r m a n c e and /or (b) a s take in the f i r m ' s p e r f o r m a n c e . 
Interact with the f i rm and thus m a k e its opera t ion poss ib le . 
1996 55. Gray, O w e n , and A d a m s A n y h u m a n agency that can be in f luenced by, or can itself 
( 1996 :45 ) inf luence , the activi t ies of the organiza t ion in ques t ion. 
1997 56. Carrol l and Nas i (1997 :46) A n y individual or g roup w h o af fec ts or is a f fec ted by the 
organizat ion and its processes , activities, and func t ion ing . 
57. Mitchel l , Agie . and Wood Legi t imate or urgent c la im on the corpora t ion or the p o w e r to 
adop ted by: in f luence the corpora t ion . 
58. Agie , Mitchel l , and 
S o n n e n f e l d ( 1 9 9 9 ) 
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59. Phi l l ips ( 1 9 9 7 : 6 3 - 4 ) Voluntary m e m b e r s of a coope ra t ive s c h e m e for mu tua l 
b e n e f i t . . . pa r tne r s fo r the a c h i e v e m e n t of mu tua l advan tage . A 
c la im ( n o r m ) can only be j u s t i f i ab l e in the case that it can be 
a p p r o v e d of by all those a f fec ted b y the n o r m . 
1998 60 . A r g a n d o n a ( 1 9 9 8 : 1 0 9 9 ) T h o s e w h o h a v e an interest in the c o m p a n y (so that the f i rm, in 
turn, m a y h a v e an interest in sa t i s fy ing their d e m a n d s ) . 
61 . F rede r i ck ( 1 9 9 8 : 3 6 1 ) E v e r y o n e in the c o m m u n i t y w h o has a s take in w h a t the c o m p a n y 
does . 
1999 62 . C l a r k s o n Cen te r fo r Par t ies that have a s take in the corpora t ion : some th ing at risk, and 
B u s i n e s s E th ics ( 1 9 9 9 : 2 5 7 ) the re fo re s o m e t h i n g to gain or lose, as a resul t of co rpora te 
A d o p t e d by: activity. 
63 . Whysa l l ( 2 0 0 0 ) 
64 . L e a d e r 
Have r ights that are internal ly l inked to the cons t i tu t ion o f the 
65. Reed company , wh ich g ives t hem const i tu t ional p o w e r s . 
T h o s e with ' an interest fo r which a val id no rma t ive c la im can be 
advanced，. 
2 0 0 0 66. G i b s o n (2000 :245 ) Those g r o u p s or individuals wi th w h o m the organiza t ion interacts 
or has in te rdependenc ies and any indiv idual or g r o u p w h o can 
a f fec t or is a f f e c t e d by the act ions, decis ions , pol ic ies , pract ices , or 
67. K o c h an and Rubins te in goa ls of the organiza t ion . 
Cont r ibu te va lued r e s o u r c e s . . . w h i c h are put at r isk and wou ld 
exper ience costs if the f i rm fails or their re la t ionship with the f i rm 
68. Scot t and L a n e (2000 :53) te rmina tes and . . .have p o w e r over an organiza t ion . 
I 
A direct in f luence on organiza t ional p e r f o r m a n c e and survival . 
2001 69. H e n d r y Mora l ac to rs . . . re I at ion ships canno t be r educed to contractual or 
e c o n o m i c relat ions. Inc lude social character is t ics such as 
70. L a m p e (2001 :166) in te rdependence . 
71. R u f et al. (2001 :145) Part ies a f fec ted by an organizat ion. 
Cons t i tuenc ies w h o have explici t or implici t contracts with the 
f i rm. 
2 0 0 2 72. C r a g g The corpora t ion impac t s . . . i nd iv idua l s and collect ivi t ies w h o s e 
interests are thereby a f fec ted both negatively and posit ively. 
73. Oi t s and Strudler Part ic ipants in a bus iness (who) have some kind of economic stake 
(2002 :218) directly at risk. 
74. Reed Basic stake, w h e r e b y stakes can be that of fair economic 
opportuni ty, a s take of authentici ty, or one of poli t ical equality. 
2003 75. Phill ip ( 2 0 0 3 a : 3 0 - l ) N o r m a t i v e s takeholders : for w h o s e benef i t should the f irm be 
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managed. 
Derivative stakeholders: potential to affect organization and its 
normative stakeholders. 
Source: Adapted from Friedman and Miles (2006) Stakeholders: Theory and Practice, 
p.5-8. 
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Appendix 3.12 
Shareholder Groups in the Three Case Studies 
Minitel system Value Added Tax (VAT) NHSnet 
France submission system UK 
(videotext system) Greece (health service system) 
France Telecom The infomiation Center of Doctors in primary care 
(Intelmatique) the Ministry of Finance (GPs) and their 
(KEPYO) representative 
organizations 
Subscribers (citizens) Independent tax Hospital doctors 
technicians 
Users (businesses) Bank association (DIAS) Health authorities 
(purchasers) 
Information providers Athens University of Healthcare organizations 
Economics and Business (providers) 
Advertising organizations The Greek Department of Health 
Telecommunication 
Organization (OTE) 
Regulatory authorities NHS Executive 
(Information Management 
Group) 
National policy Communication 
consultants management and user 
groups 
Source: Papazafeiropoulou et al. (2002). Electronic commerce competitiveness in the 
public sector: the importance of stakeholder involvement. International Journal 
Services of Technology and Management, vol.3 (1 )，pp.89. 
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Appendix 3.12 
Flow Chart for Existing Stamping Process—Tenancy Agreement 
Stamp Office 
Customer 
一一如 Document Assessment Counter: 
Present Original 
• Check tenancy agreement 
Tenancy " 





® Receive the payment of stamp 
duty 




參 Imprint the physical stamp on 
tenancy agreement 
• Arrange for endorsement of 
stamp, if necessary 
1 r 
Stamped Document Collection 
Counter: 
• Call the name of customer 
• Dispatch stamped tenancy 
agreement to customer after 
collecting the acknowledge stub 
General Stamping Time: Same Day 
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Appendix 3.12 
Flow Chart for Existing Stamping Process—Other Documents (Including Lease) 
Customer Stamp Office 
Present the document (s) Reception & Other Document 
(e.g. Contract note for ^ Receipt Counter: 
purchase or sale of • Collect the document(s) 
Hong Kong stock) • Give the number ticket to the 
^ ^ customer 
1 r 
Document Assessment Counter: 
鲁 Check the documents 
• Compute stamp duty payable 
Shroff Counter: 
• Collect the payment 




眷 Imprint the physical stamp on 
tenancy agreement 
• Arrange for endorsement of 
stamp, if necessary 
^ Z ^ Z Z Z Z Z Z Z Z Z ： 
Stamped Document Collection 
Counter: 
® Call the name of customer 
• Dispatch stamped document (s) 
to customer after collecting the 
acknowledge stub(s) 
General Stamping Time: Same Day 
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Appendix 3.12 
The Flow Chart for Existing Stamping Process— Property Transfer Documents 
Law Firms Stamp Office 
Present (I) original property ^ Assignment Receipt Counter: 
transfer document(s) with • Check the completeness of property 
(2) corresponding forms transfer document(s) 
[I.R.S.D 110(1 copy) and j 
I.R.S.D 112 (2 copies) for 
Checking Team: 
initial stamping of agreement 
“ • Check the dociiinent(s), corresponding 
or assignment; I.R.S.D 110(1 
forms, and cheque 
copy) and I.R.S.D 113 (2 
^ • Calculate stamp duty 
copies) for subsequent 
• Issue Application Receipt to clerks or 
agreement or assignment ] 
couriers 
and 
• Dispatch a copy of corresponding 
(3) cheque to Assignment 
forms to clerks or couriers 
Receipt Counter (Counter 
No.25). i 
？ Processing Team: 
• Process Cheque 
• Input details of instrument(s) into 
computer 
鲁 Imprint physical stamp on the original 
instrument(s) 
参 Arrange for endorsement of stamp, if 
necessary 
Assignment Dispatch Questionnaire Team: 
Counter: • Pass copy of 
• Dispatch stamped corresponding forms 
documents to RVD and IRD's 
other divisions 
General Stamping Time; Six Working Days 
2 4 8 
Appendix 3.12 
The Interview Schedule 
Date Interviewee 
May 3, 2006 (Wednesday) Interview with Mr. Wai Fung Yuk， 
2:15pm-4:05pm Assistant Director of Efficiency Unit 
June 7, 2006 (Wednesday) Interview with Mr. Wai Fung Yuk, 
9:15am-12:15pm Assistant Director of Efficiency Unit 
June 28, 2006 (Wednesday) Interview with staff of Transport 
12:00pm-1:00pm, 2:10pm-5:10pm Department at Kwun Tong Licensing 
Office 
October 10，2006 (Thursday) Interview with Mr. Wai Fung Yuk, 
9:15am-l 1:45am Assistant Director of Efficiency Unit 
October 17, 2006 (Tuesday) Interview with a male Conveyance Clerk 
8:00pm-9:30pm of a law firm 
October 27. 2006 (Friday) Interview with a female legal assistant 
3:15pm-4:00pm 
2 4 9 
Appendix 6.1 
Total Number of Instruments Stamped, Number of Stamped Documents Per Post, 
and Average Number of Callers Per Day at the Stamp Office 
1998-1999 1999-2000 2000-2001 2001-2002 2002-2003 2003-2004 2004-2005 
No. of 













Compile the table by using the information of the Estimates of the Budget (2000-2006) 
and the IRD Annual Reports (2001-2002 and 2004-2005 ). 
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